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ABSTRACT 
Internal communication is a central process by which employees exchange information, build and 
maintain relationships and share organisational values (Welch & Jackson, 2007). Internal 
communication has been found to influence employee job satisfaction and performance, 
organisational commitment and relationships. Fundamental to these concepts is psychological 
contract, or the unwritten exchange agreements promised to employees  (Rousseau 1989). While a 
number of studies explore the nature and importance of psychological contract, there is limited 
understanding of how internal communication influences internal stakeholders’ beliefs. The aim of 
this research is to explore internal communication’s influence on psychological contract currencies. 
Specifically, this thesis explores three psychological contract currencies: economic, socio-emotional 
and ideological and three internal stakeholder dimensions: internal line management communication, 
internal peer communication and internal corporate communication.  
This research employs a qualitative case study design within a single organisation. Data were 
collected using semi-structured interviews and thematic document analysis. Findings suggest that 
psychological contract currencies are influenced by communication processes, such as adequacy, 
channel, formality and paths for each internal stakeholder. The findings of this thesis indicate that 
different internal communication dimensions independently influence internal stakeholders’ 
psychological contract beliefs. Internal line management communication should be used to fulfil 
economic and socio-emotional currency beliefs between line managers and operational employees. 
Line managers’ main goal is to contribute to the operational efficiency of the organisation as well as 
communicating role specific messages to operational employees. Internal peer communication should 
be used primarily to fulfil employees’ socio-emotional currency beliefs as well as strengthen their 
association with economic and ideology-infused contract currencies. Internal corporate 
communication should be used to primarily to communicate economic and ideologically-infused 
currencies to in order to align an organisation’s strategic direction with line managers’ and operational 
employees’ psychological contract beliefs. 
The study explores an adaptation of Welch and Jackson’s (2007) Internal Communication Matrix and 
proposes a framework to operationalise internal communication within an organisation. This thesis 
also contributes to internal communication research by demonstrating how organisations can align 
their strategic practices to meet employees’ psychological beliefs. This study identifies employees’ 
specific psychological beliefs and then enriches the understanding of them by exploring how internal 
communication facilitates the exchange of psychological beliefs though the psychological contract 
currencies. 
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Chapter 1: Introduction
CHAPTER 1 
INTRODUCTION 
Internal communication as a research topic is arguably one of the fastest growing areas 
within the field of communication (Verčič, Verčič, & Sriramesh, 2012).  Internal 
communication is acknowledged as one of the most important functions for influencing 
a range of organisational goals including: effectiveness (Robson & Tourish, 2005), 
employee engagement (Welch, 2011), job satisfaction (Nikolić, Vukonjanski, 
Nedeljković, Hadžić, & Terek, 2013), retention rate (Ali, Ahmed, Shaharyar, Haseeb, & 
Zahoor, 2014) and commitment (Togna, 2014). 
Welch and Jackson (2007) conceptualise internal communication from an internal 
stakeholder perspective and include the specific impacts of communication for 
individual stakeholder groups within an organisation. In this research internal 
communication is conceptualised as the communication between three internal 
stakeholder groups: strategic managers, line managers and operational employees. 
Strategic managers are identified as employees in the highest level of the organisational 
hierarchy and are responsible for the strategic direction of the organisation. Line 
managers are identified as employees in the middle level of the organisational hierarchy 
and are responsible for the operational management of teams within the organisation. 
Operational employees are identified as employees at the lowest level of the 
organisation who are responsible for the day-to-day operations within the organisation. 
Identifying internal stakeholder groups allows individual contributions to 
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communication processes to be identified rather than, as L’Etang (2005) cautions, 
treating all internal stakeholders as a single stakeholder group. 
Internal stakeholder or employee beliefs have been identified as significantly 
contributing to outcomes, such as job satisfaction (McDonald & Makin, 2000), 
commitment (Sturges, Conway, Guest, & Liefooghe, 2005) and perceived 
organisational support (Aselage & Eisenberger, 2003) and are the foundation of 
employees’ psychological contracts (Rousseau, 2001a). 
Psychological contract is defined as “an individual's beliefs regarding the terms and 
conditions of a reciprocal exchange agreement between that focal person and another 
party” (Rousseau, 1989, p. 123).  The complex nature of psychological contract has 
been acknowledged in the literature by a number of researchers (see, for example, 
Kotter, 1973; Rousseau, 1989; Thompson & Bunderson, 2003). 
Rousseau (1989) argues psychological contracts include beliefs about promises made to 
employees in exchange for a consideration that binds both the employee and the 
organisation to a set of reciprocal obligations. The content of an exchange involves 
specific mutual beliefs that are exchanged between internal stakeholders and their 
organisation (MacNeil 1985; Rousseau, 2001b). This study explores how content is 
exchanged within an organisation, in particular internal communication’s influence on 
psychological contract. These beliefs are exchanged though three currencies: economic, 
socio-emotional and ideological currencies (Thompson & Bunderson,2003). 
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Psychological contract currencies are defined as the type of contributions or rewards 
exchanged within an employment contract that are not explicitly defined (McLean, 
Parks & Schmedemann, 1994). The currencies include the exchange of content 
(perceived obligations, expectations and promises) that influence a psychological 
contract (Thompson & Bunderson, 2003; Rousseau & Mclean Parks, 1992). Since 
Thomson and Bunderson’s (2003) description of psychological contract currencies was 
first conceptualised,  limited empirical exploration has been undertaken on how the 
three psychological contract currencies work together in an organisation (Windle & 
Von Treuer, 2014). This research therefore explores Thompson and Bunderson’s (2003) 
psychological contract currency types in an organisational setting. The following 
section states the research aim and the research questions that are explored in this study. 
1.1 Research aim and research questions 
While internal stakeholder’s psychological contract beliefs have been clearly explored 
in previous studies, there is limited knowledge of how these beliefs can be influenced 
by managers. Internal communication provides a framework by which managers may 
better understand how the interactions with internal stakeholders may shape their 
existing beliefs about psychological contracts. Therefore the aim of this research is 
to conceptualise the relationship between internal communications at all levels of the 
organisation with employees’ implicit psychological contract beliefs. 
This study adapts Welch and Jackson’s (2007) internal communication dimensions; 
internal line management communication, internal peer communication and internal 
corporate communication, to explore across and within these dimensions. To address 
the research aim, three research questions have been developed from the literature: 
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RQ1: Does internal line management communication influence the 
psychological contract currencies? If so, how? 
RQ2: Does internal peer communication influence the psychological contract 
currencies? If so, how? 
RQ3: Does internal corporate communication influence the psychological 
contract currencies? If so, how? 
In order to address the research aim, an understanding of the key concepts will be 
discussed in the following section. 
1.2 Definitions of concepts 
The following section defines and operationalises the major concepts used in this study 
drawn from key literatures in internal communication and psychological contract. 
1.2.1 Internal communication  
Following a systematic review of current definitions of internal communication, it is 
evident that there on single acknowledged definition of internal communication. This 
thesis draws on the key themes of previous definitions of internal communication to 
create a working definition for this study which states internal communication is: 
A process that builds and maintains sustainable relationships between the 
organisation and its internal stakeholders under the influence of existing 
communication preferences with outcomes of promoting a sense of belonging to 
an organisation and contributing to the organisations operational and strategic 
functions 
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The second area of internal communication that will be addressed within this thesis is 
communication processes, which are the systems by which information is disseminated 
in an organisational setting (Welch & Jackson, 2007). Internal communication 
processes have been aggregated as four key processes: communication adequacy (the 
amount of information needed), communication channels (the methods of 
communication), communication formality (for example formal or informal) and 
communication paths (for example one-way communication, two-way communication 
and direction of communication) (Welch & Jackson, 2007). 
This thesis uses an internal stakeholder approach to conceptualise internal 
communication. Stakeholders are defined as “any group or individual who can affect or 
are affected by the achievement of the organisation’s objectives” (Freeman, 1984, p. 
25). Although Freeman’s definition includes both internal and external stakeholders, in 
his later work, Welch and Jackson (2007) clarified that internal stakeholders were 
employees within the scope of a specific organisation. The three internal stakeholder 
groups identified by Welch and Jackson (2007) (and used in this thesis) are: strategic 
managers, line managers and operational employees. It is important to note at this stage 
that the term operational employee has been used throughout this thesis to identify the 
lowest level of the organisational hierarchy.  As the term ‘employees’ often refers to all 
internal stakeholders within the organisation, the revised term ‘operational employees’ 
seeks to clarify this internal stakeholder group. 
To explore the complex nature of internal communication, this thesis employs three 
internal communication dimensions adapted from Welch and Jackson’s (2007) Internal 
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Communication Matrix: internal line management communication, internal peer 
communication and internal corporate communication. 
Internal line management is defined as the two-way dialogue between line managers 
and operational employees and is concerned with communicating employees’ roles and 
their personal impact on tasks (Welch & Jackson, 2007). Internal peer communication 
has been defined as communication between peer groups that occurs at all levels of the 
organisational hierarchy (operational employee –to–operational employee; line 
manager–to–line manager, strategic manager–to–strategic manager) and is concerned 
with project and team related tasks (Welch & Jackson, 2007). 
1.2.2 Psychological contract  
The second concept explored in thesis explores is psychological contract. Table 1.1 
defines the key concepts relating to psychological contract used in this thesis. 
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Table 1.1 Definition of psychological contract constructs 
Definition of psychological contract constructs 
Construct Definition  Source 
Psychological 
contract 
“… an individual’s belief regarding the terms and conditions 
of a reciprocal exchange agreement between the focal person 
and another party. Key issues here include the belief that a 
promise has been made and a consideration offered in 
exchange for it, binding the parties to some set of reciprocal 
obligations.”  
Rousseau (1989, p. 
123) 
Content of 
exchange 
The individually identifiable characteristics that make up the 
psychological contract. 
Adapted from 
MacNeil (1985) 
Economic 
currency 
Short-term guarantees generally include safe working 
environments and opportunities for fair compensation. 
Adapted from 
Thompson and 
Bunderson (2003) 
Socio-emotional 
currency  
The employee’s obligation to the organisation in exchange for 
relational content, such as career development and 
membership of a group.  
Adapted from 
Thompson and 
Bunderson (2003) 
Ideological 
currency 
Ideological currency is concerned with the credible 
commitments to the organisation’s valued cause, which 
extends beyond the obligations and expectations of the 
employee-employer relationship to the greater good of a 
social cause. 
Adapted from 
Thompson and 
Bunderson (2003). 
This study explores psychological contract beliefs through the content of exchange. 
Psychological contract content is defined by MacNeil (1985) as the individually 
identifiable characteristics that make up the psychological contract. Three types of 
psychological contracts are used to examine the content of internal stakeholders’ 
beliefs: transactional, relational and ideology-infused (Thompson & Bunderson, 2003). 
Traditionally, two types of psychological contract contracts are recognised within the 
field: transactional and relational (Rousseau, 2001a). However, this study also includes 
Thompson and Bunderson’s (2003) third contract type: ideology-infused contracts. This 
thesis follows the work of Thompson and Bunderson (2003) who identify psychological 
contract currencies as the exchanged beliefs between an employee and employer. In line 
with Thompson and Bunderson’s (2003) work, this thesis will explore the transactional 
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contracts through the economic currency, the relational contracts through the socio-
emotional currency and the ideology-infused contracts through the ideological currency. 
1.3 Overview of methodology 
This research qualitative research design in the form of a single case study conducted in 
an organisation in the healthcare industry (Eisenhardt, 1991). The criteria for selecting 
the organisation followed the requirements articulated by Welch and Jackson’s (2007) 
internal communication matrix, seeking a medium sized organisation with three clear 
vertical levels of an organisational hierarchy. The study employs three embedded units 
of analysis as suggested by Yin (2009) to explore internal communication’s influences 
on psychological contract currencies within the organisation. This study involves a 
sample of 17 participants from three internal stakeholder groups: strategic managers 
(n=6), line managers (n=6) and operational employees (n=5). Case study participants 
were employees of the organisation and included both men and women aged 18- 65 
working on a full time and part time basis within the organisation. 
Data were collected using semi-structured interviews and document analysis from the 
organisation and participants. Documentation as a data source was used to triangulate 
data and gain a more accurate picture of the phenomena that emerged from the 
interviews (Deacon, Bryman & Fenton 1998). Data were analysed using a descriptive, 
topical and analytical coding technique developed by Richards (2009). The research 
framework presented in the literature review provided broad topics for coding of the 
data, such as ’internal communication’, ‘psychological contract’, ‘content of exchange’ 
and ‘communication processes’. 
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The single case study design was selected as it allows presents the opportunity to 
explore several contexts within a case (Mukherjee, Mitchell & Talbot 2000). However, 
limitations of case study design may occur. Specifically, single cases may limit the 
generalisability of conclusions make in this study as the results are from a single 
organisation. This thesis aims to explore the possible influence of internal 
communication on the psychological contract which may be further established in 
future research. 
1.4 Thesis structure 
This thesis is divided into five chapters: 
Chapter One – Introduction outlines the structure of the thesis and identifies the 
background to the research, including the research aim and research questions. The 
theoretical and practical significance and methodology are also introduced. 
Chapter Two – Literature Review synthesises the key literatures of internal 
communication and psychological contract and identifies the research gap. The 
literature review concludes with a discussion of the research framework and research 
questions. 
Chapter Three - Methodology discusses the methodological approach of this research 
and justifies the use of a case study to address the research aim. The sample and 
analysis procedure is then described and the quality of methodology is reviewed 
together with ethical considerations and the limitations of conducting this research. 
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Chapter Four - Findings presents the major themes from the data collected and includes 
interview and document analysis results. 
Chapter Five –Discussion and Conclusions examines the research results and draws 
conclusions from this research. Contributions to theory and practice are presented 
together with research limitations and directions for future research. 
1.5 Implications for theory 
Employees psychological contracts have been widely consisted though much of the 
human resource management literature. A clear understand what psychological contract 
beliefs are though Rousseau (2001a) psychological contract inventory as well as how 
they are fulfilled through interactions with other employees has been suggested 
(Mazzei, 2010). However, a consistent gap remains as to how psychological contracts 
are influenced within an organisational setting. This research posits that psychological 
contract beliefs may be influenced through internal communication processes. By using 
Welch and Jackson’s (2007) internal stakeholder approach to internal communications, 
this study explores how internal communication influences psychological contract 
currencies. While internal stakeholder’s psychological contract beliefs have been 
explored in previous studies, there is limited knowledge of how these beliefs can be 
influenced by managers specifically through internal communication. Internal 
communication provides a framework by which managers may better understand how 
the interactions with internal stakeholders can shape their existing beliefs through their 
psychological contracts. 
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1.6 Implications for practice 
This thesis presents a number of implications organisations and internal stakeholders. 
The findings of this study can be used by strategic and line managers to inform their 
internal communication processes. When presenting information to operational 
employees, consideration can be given to communication adequacy, channel use, 
formality type and paths. The findings have implications for organisations attempting to 
develop or enhance their communication across dimensions and demonstrate the key 
processes for implementing improved internal communication. This study provides 
insights into internal communication from an internal stakeholder perspective and 
contributes to the understanding of how communication can be structured to improve 
organisational efficiency and enhance work environments.  
The outcomes of this study may also benefit internal stakeholders within medium 
organisation as organisations become increasingly aware of how internal 
communication can be used to positively align with employees’ beliefs. Specifically, 
this thesis explores how managers (both strategic and line) through internal 
communication, can meet the needs of operational employees to positively align with 
employees’ psychological contract beliefs. 
1.7 Chapter summary 
The first chapter of this thesis introduces the concepts of internal communication and 
psychological contract. The research aim and research questions are presented along 
with an overview of the methodology and thesis structure. This chapter concludes with 
contributions to current knowledge and practice. The following chapter, Chapter Two, 
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explores current theoretical knowledge of internal communication and psychological 
contract and discusses how existing literature has shaped the research framework.
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Chapter 2: Literature Review
CHAPTER 2 
LITERATURE REVIEW 
2.1 Introduction 
The previous chapter provided an introduction to the research and an overview of this 
thesis’ structure. This chapter presents the internal communication and psychological 
contract literature underpinning this thesis and synthesises these key literatures to 
articulate and support the research gap addressed by this thesis. The literature review 
concludes with a discussion of the research framework and research questions. 
This thesis draws on literature on internal communication and psychological contract 
from three communication focused disciplines: public relations, marketing, and human 
resource management. 
2.2  Internal communication 
There are three major approaches to public relations including relationship management 
co-creation and managerial perspectives. Holtzhausen (2002) suggest the first approach 
to public relations through relationship management. The relationship management 
perspective involves the building of relationship with publics to meet the organisations 
mission. This perspective primarily involves maintaining relationships with both internal 
and external stakeholder groups though issues and crisis management (Ledingham and 
Brunig (2000).  Botan and Taylor (2004) co-creation perspective of public relation is the 
Chapter 2 Literature Review 14 
second perspective of public relations identified. Co-creation refers to public relations as 
the development of meaning created between the organisation and its stakeholders 
(Botan and Taylor (2004). 
Grunig (1992) seminal research presents the managerial perspective of excellence theory 
which is the third approach and includes the area of internal communication. Grunig’s 
(1992) approach to public relations is seminal as it moves beyond the simple 
management of publics to the emphasis on “building, nurturing, and maintaining 
relationships” (p. 55). This is approach is different to the first two paradigms as it 
focuses on relationships that are built and nurtured through the organisational 
management rather than co-creative approaches. This thesis follows Grunig (1992) and 
Welch and Jackson’s (2007) perspective of internal communication which focuses on 
building and maintaining relationships amongst internal stakeholders. 
From a public relations perspective, internal communication refers to the dialogue and 
interactions of an organisation’s internal stakeholders.  It is the main process by which 
employees exchange information, build and maintain relationships, and preserve the 
organisation’s values, culture, and meanings (Verčič et al., 2012). This definition makes 
three assumptions about the functions, processes and goals of internal communication. 
The first assumption includes internal communications as a dialogic process of 
information. The dialogic process involves the two-way communication between the 
internal stakeholders whereby both the sender and receiver of the message have input. 
The benefit of this consideration is that it allows for the receiver of the information to be 
involved in the message. However, the implied assumption of this approach may be seen 
as limiting to the understanding of internal communication to just these two functions. It 
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is also important to consider the one-way interactions between internal stakeholder 
groups. For the purposes of supporting the organisation’s values, culture and meanings, 
one-way communication is important as it allows for the consistent portrayal of 
messages to be disseminated throughout an organisation. For example, strategic 
managers may wish to distribute health and safety policies through one-way 
communication channels such as newsletters and internal memos. 
The next assumption is that internal communication has a number of goals and 
functions. Internal communication has emerged as an important function within 
organisations for a number of reasons. Internal communication influences the outcomes 
of communication activities. These outcomes include job satisfaction and performance 
(Bartoo & Sias, 2004; White, Vanc, & Stafford, 2010; Zucker, 2002). Second, White et 
al. (2010) have identified internal communication’s impact on employees’ improved 
sense of community. These outcomes are seen as important inclusions to the function of 
internal communication. 
Finally, internal communication plays an important role in motivating and coordinating 
staff to achieve organisational goals (Welch & Jackson, 2007). Due to the complex 
nature of organisations, internal communication allows managers to coordinate activities 
and day-to-day responsibilities of employees (Welch & Jackson, 2007). Internal 
communication as a process is also able to motivate internal stakeholders to foster good 
relationships across other stakeholder groups (Welch & Jackson, 2007). This can be 
achieved through positive interactions between internal stakeholder groups. 
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Internal communication is also an important research area in marketing (Ahmed & 
Rafiq, 2003; Lings & Greenley, 2005; Verčič et al., 2012) and human resource 
management (Fitz-enz, 1990). These fields are relevant because they contribute both 
scope and context for the function of internal communication which will now be 
discussed. 
Marketing and internal communication 
Internal communication in marketing employs an internal marketing perspective focused 
on information dissemination as a construct to explain internal communication activities 
(Lings & Greenley, 2005). Information dissemination refers to the way in which 
information is distributed within an organisation as a vital tool for aligning employees’ 
attitudes and behaviours with the organisation’s goals (Lings & Greenley, 2005). 
The primary purpose of information dissemination is to achieve shared interpretation 
(De Bussy, Ewing, & Pitt, 2003, p. 152). Johlke, Duhan, Howell, and Wilkes (2000) 
suggest internal communication can be used as a tool for accurately transferring 
information from one source to another. Gounaris (2006) further contribute to the 
development of the information dissemination by including internal intelligence 
dissemination which involves communication between managers and managers and 
employees. Gounaris’ (2006) study is important as it assists in identifying how 
employees prefer to communicate with internal stakeholder groups from the internal 
corporate communications dimension. 
An internal marketing approach to internal communication also highlights the 
psychological value of contributing to the team (Dewar & Werbel, 1979; Eskildsen & 
Nussler, 2000; Kim, 2002). The value of effective information dissemination is that it 
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keeps employees informed and engaged with the organisation. Information 
dissemination also provides important opportunities for improving relationships 
amongst internal stakeholders (Conduit & Mavondo, 2001). Conduit and Mavondo 
(2001) also argue that large organisations must communicate consistently to foster 
relationships between work units and those organisations that interact across work units 
maximise customer and competitor knowledge and improve internal customer 
orientation. Robson and Tourish (2005) identified critical communication activities as 
the provision of a formal communication strategy and a clearly understood process for 
information dissemination. Formal communication in information dissemination literature 
is a key function of the internal communication process. For the purposes of this study, the 
understanding of information dissemination from a process perspective and specifically the 
internal corporate communication function is more clearly applied in the research 
framework. 
Human resource management and internal communication 
Human resource management is the second body of literature on which this thesis draws 
as it uses communication for improving organisational success (Hargie & Tourish, 
1993). Hargie and Tourish (1993) identify how employees’ perceptions of employers’ 
human resource practices are impacted by the messages and communication pathways 
utilised within the organisation. 
A human resource management perspective focuses on employees as individuals. Asif 
and Argenti (1996) suggest internal corporate communication is closely aligned to 
human resource management communication. 
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Internal communication is closely linked with management communication as it focuses 
on strategies and functions, such as skills, processes and interpersonal behaviour (Kalla, 
2005). Information dissemination from a human resource management perspective 
involves understanding communication processes that increase managers’ effectiveness 
and efficiency (Smeltzer, 1996).  The functions of management communication may 
consist of oral presentations, and letter writing (Bell & Smith, 1999). Since Bell and 
Smith (1999), a significant amount of research has been conducted into how information 
is disseminated throughout an organisation, as well as the consideration of new 
technologies making the processes much more complicated from these early works. This 
adds to the understanding of internal communication processes developed by strategic 
and line management. The following section will further explore definitions of internal 
communication. 
2.2.1 Definitions of internal communication  
A number of definitions and synonyms for internal communication exist within public 
relations, marketing and human resources management literature. Varying synonyms for 
internal communication include: employee communication (Argenti, 1996; Grunig & 
Hunt, 1984; Quirke, 2000), integrated internal communication (Kalla, 2005), internal 
public relations (Wright, 1995), staff communication (Berger, 1979), strategic 
communication (Asif & Argenti, 1996; Steyn, 2002), corporate communication 
(Argenti, 1996; Foreman & Argenti, 2005; Van Riel, 1995) and organisational 
communication (Frank & Brownell, 1989). Table 2.1 identifies six seminal authors 
whose work in internal communication have contributed to the development of the 
concept and are relevant to this thesis. 
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Table 2.1 Key definition content and themes of internal communication 
Key themes of internal communication 
Author Themes of internal communication Theme’s within the 
definition 
Grunig, Grunig, 
and Dozier 
(2002) 
An area of communication that: 
 examines how internal stakeholders
communicate 
 examines effective communication systems in
an organisation 
Sub discipline of 
communication  
Argenti (2003) Creating an atmosphere of respect that: 
 involves  the communication between internal
stakeholders 
 adapts to expanding business complexities
Supervisor and 
employee relationships 
Welch and 
Jackson (2007) 
Communication between internal stakeholders that: 
 promotes commitment, creates a sense of
belonging 
 develops awareness of changing environments
 understanding of evolving aims
 involves processes
Supervisor and 
employee relationships, 
outcomes 
Steyn (2002) Distinction of subdividing employees on the basis of 
their function that: 
 Assigns communication roles based on these
functions in order to build and maintain stable 
relationships 
 Iincorporates a strategy formulation process
 Provides direction to the organisation’s plans
Subdividing employees 
purpose of building and 
maintaining sustainable 
relationships, direction 
of corporate goals   
Mazzei (2014b) Communication is a polysomic phenomenon that: 
 Sits at the nexus of different disciplines
 Involves dialogue based activities with all
internal stakeholders
 Positions communication as a set of processes
Activities with all 
internal publics, 
polysomic 
phenomenon, set of 
processes 
Grof (2001) Communication is a strategic process that: 
 Includes communication paths which exists
across the organisational structure 
Communication is a 
strategic process 
Table 2.1 synthesises important contributions to the development of internal 
communication. A number of themes emerge from the literature in field of internal 
communication, including the ‘sub-discipline of communication’, ‘supervisor and 
employee relationships’ and ‘outcomes’. As a sub-discipline of corporate 
communication internal communication is widely accepted as a separate area of research 
(Foreman & Argenti, 2005; Grunig & Hunt, 1984; Kalla, 2005; Quirke, 2000; Steyn, 
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2004). The supervisor and employee relationship described by Argenti (2003) and 
Welch and Jackson’s (2007) are central to internal communication. 
Clampitt and Downs (1993) addressed the role of supervisory communication as a 
process of providing guidance and support to employees from a business 
communication perspective. From a public relations perspective supervisor and 
employee relationships were also found to be an emerging paradigm in terms of 
redefining stakeholders as part of building favourable relationships between 
management and employees (Jo & Shim, 2005). These internal stakeholders are 
separated by Welch and Jackson (2007) into three groups: line managers, operational 
employees and strategic managers. The study found that internal communication should 
be reconceptualised to consider each stakeholder group allowing for relationship 
interactions to be formally addressed (Welch & Jackson, 2007). Verčič et al. (2012) 
suggest that the role of managing relationships with internal publics is an important role 
requirement for internal communication professionals. The identification of internal 
stakeholders’ relationships is a central organising concept for this thesis. 
Communication processes that are relevant to describing internal communication are 
also strongly emerging in the existing definitions. Mazzei (2014b) positions internal 
communication as a “set of processes” which Welch and Jackson (2007) define as the 
type and amount of content and the method of dialogue delivered. In this thesis 
communication processes are defined as the systems by which information is 
disseminated within an organisational setting. 
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Internal communication is ‘strategic' as noted by Steyn (2002). Grof (2001) states the 
importance of internal communication being ‘strategic’ and as driving an overall 
strategic mode for thinking within an organisation. The strategic perspective of internal 
communication confirms the internal corporate communications perspective and also the 
public relations perspectives. Internal communication as strategic is interpreted as the 
communication being prepared for organisational outcomes prioritised by managers and 
as relevant for employees. 
Finally, outcomes such as an improved sense of commitment and belonging within the 
organisation are relevant to understanding internal communication (Welch & Jackson, 
2007). The desired consequence of internal communication processes is an important 
aspect to consider because it is the driving purpose for communicating internal 
stakeholder’s intent. In the case of Welch and Jackson’s (2007) work, the outcome of 
improving a sense of commitment and belonging to an organisation is interpreted as 
somewhat limited to the overall intentions for all internal communication. For example, 
in some cases, the outcomes of communication may be to improve the functional 
operations of an organisational team (Verčič et al, 2012). 
In summary, the key authors and their contribution to internal communication identified 
in Table 2.1 provides a foundation to construct a working definition to be used for this 
research. For the purpose of this thesis, internal communication has been operationalised 
as: 
A process that builds and maintains sustainable relationships between the 
organisation and its internal stakeholders under the influence of existing 
communication processes with outcomes of promoting a sense of belonging to an 
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organisation and contributing to the organisations operational and strategic 
functions 
As communication processes have been identified as a core aspect of internal 
communication the following section addresses this concept. 
2.2.2 Communication processes 
Communication processes involve the way in which communication is crafted and 
distributed within an organisational setting (Ruck & Welch, 2012). Communication 
processes are important because of their impact on the success of internal 
communication activities (Rosenfeld, Richman, & May, 2004). The communication 
processes of both employees and employers are impacted by the individual’s recognition 
of their organisational culture and values (Rosenfeld et al., 2004). Communication 
processes are a means of communicating messages throughout an organisation (Welch 
& Jackson, 2007) and form a framework for understanding internal stakeholder’s 
communication. 
Communication processes involve both the methods involved in the communication as 
well as the elements and characteristics of the actual communication. Communication 
processes are operationalised as the elements and characteristics of communication 
(formality and adequacy) as well as the distribution methods of the communication 
(channels and paths).  These processes have been synthesised from a range of literature, 
including Fay (2011), Jo and Shim (2005), Johnson, Donohue, Atkin, and Johnson 
(1994), Rosenfeld  et al. (2004), Welch and Jackson (2007), and White et al. (2010). 
The following discussion will consider the four groups (formality, adequacy, channels 
and paths) as elements of communication processes as shown in Figure 2.1. 
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Source: developed for this study
Figure 2.1 Communication Processes 
The following section will describe the communication processes detail in Figure 2.1. 
Communication adequacy 
Communication adequacy aims to find a balance between keeping internal stakeholders 
informed while not overloading them with information (Rosenfeld  et al., 2004). Internal 
communication managers strive for communication adequacy by balancing information 
needs with the amount of information communicated to employees (Rosenfeld et al. 
2004). Communications adequacy is also concerned with proactive and reactive 
communication processes in internal corporate communication (Ihator, 2011). Ihator 
(2001) suggests proactive communication is the ideal communication process when 
compared to reactive as it is often less expensive and easier for strategic managers to 
implement. To achieve this goal a range of strategies are used including: identifying 
clarity of communication, frequency and scope of communication, employees’ access to 
supervisors and information availability and volume (Rosenfeld et al., 2004). 
Communication Processes 
Communication Adequacy 
Communication Channels 
Printed 
Verbal 
Electronic 
Communication Formality 
Formal 
Informal 
Communication Paths 
Downward 
Upward 
Horizontal 
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Limited studies offer insight into how organisational managers achieve internal 
communication adequacy within an organisation. White et al. (2010) suggest employees 
want to feel ‘in the loop’ about activities that are not only directly related to their role 
within the organisation, but also impact the organisation’s culture. White et al. (2010) 
found that the amount of information received about the organisation as a whole 
impacted on employee willingness to advocate for their organisation. This research 
extends the understanding of communication adequacy to include the concepts of 
physical and virtual access within work units as suggested by Alexander, Helms, and 
Curran (1987). 
Communication channels 
Communication channels are defined as the process through which a message is 
disseminated within an organisation and are important for creating a sense of 
community and belonging within an organisation (Cameron & McCollum, 1993). By 
understanding the medium of the message used within an organisation managers are 
able to effectively engage and inform employees through internal communication efforts 
(Cameron & McCollum, 1993). Messages within organisations are dispersed primarily 
through three channels including: printed (for example, newsletters, policy documents, 
news releases, and memos), verbal (for example, face-to-face discussions, team 
meetings, and telephone conversations) and electronic (for example, email, 
organisational websites, and intranet) (Goodman & Truss, 2004). 
White et al. (2010) found that employees were satisfied with the use of a variety of 
internal communication channels, including face-to-face, emails, and meetings. A 
similar study by Lee and Cummings (2008) found job satisfaction of line managers 
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occurred when formal communication was used.  These communication channels are 
associated with a perceived sense of community within the organisation (Stein, 2006). 
Stein (2006) highlighted the relationship between communication channels and 
perceived sense of community and found that a positive sense of community within an 
organisation adds to a positive organisational culture. 
Formality 
The third communication process is communication formality. Formal communication 
has been described by Johnson et al. (1994) as “…"official", such as, verbal 
communication up and down the organizational chart and printed communication 
contained in formal memoranda and departmental directives” (p. 117).  Johnson et al. 
(1994) suggest formal communication is information presented in a way that is accurate 
or structured to reach a desired communication goal and follows the vertical nature of 
the organisational hierarchy. A formal approach consists of the traditional view that 
managers are a static entity that conform to a top-down structure and form the essence of 
an organisation (Schein, 1980). Formality therefore is “the extent to which contacts 
between channel members are routinized, planned, or structured, as opposed to 
unplanned, fleeting, or ad hoc in nature” (Mohr, Fisher, & Nevin, 1996, p. 105). 
Informal communication represents communication that is the result of communication 
relationships within an organisation and are less static, more intuitive, less likely to 
follow the organisation’s hierarchy and be more fluid and personal (Johnson et al., 
1994).  An example of informal communication includes work-related discussions with 
peers (Johnson et al., 1994). Johnson (1990) suggests that increasingly within 
organisations business communication uses informal communication for the purposes of 
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generating innovation. Smelser (1963) earlier highlighted the value and benefits of 
informal communication in maintaining cohesiveness between internal stakeholders and 
assisting in preserving the personal integrity or autonomy of stakeholders. Fay (2011) 
more recently suggested informal workplace interactions influenced perceived 
organisational membership specifically employees sense of belonging and job fulfilment 
within their organisation, further supporting Duck (1993), who found informal 
interactions amongst employees helped to foster meaningful interpersonal relationships. 
Communication paths 
Communication paths are the direction or flow of communication in an organisation 
(Downs & Hazen, 1977). Communication paths are the direction/s in which 
communication messages travel, for example one-way or two. These paths are important 
as they help to create a supportive environment generating trust in management and 
enhancing the interpersonal relationships of internal stakeholders (Jo & Shim, 2005). A 
significant amount of research has considered the one-way or two-way communication 
paths in internal communication, including Grunig and White (1992); Grunig et al. 
(2002).  Research has addressed the impact of communication paths and their effect on 
internal communication activities (such as Cameron & McCollum, 1993; Clampitt & 
Downs, 1993; Jo & Shim, 2005; White et al., 2010). 
The direction in which information travels is a significant factor for managing 
interpersonal relationships (Jo & Shim, 2005). Available research on communication 
paths is focused on the direction of internal communication messages (such as Grunig & 
White, 1992; Thomas, Zolin, & Hartman, 2009). Communication paths have been 
measured by Jo and Shim (2005) and include: downward communication (from 
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supervisor to subordinates), upward communication (from subordinates to supervisors), 
and horizontal communication (between individuals in the same levels or work 
unit).White et al.’s (2010) open ended interview research found that the most effective 
top-down communication was communication straight from the Chief Executive Officer 
(CEO). The four communication processes identified in this literature review will be 
explicitly analysed within the research framework. The communication processes 
provide an opportunity for this research to understand the way in which the chosen 
organisation communicates between all internal stakeholder groups. The following 
section discusses the concept of internal stakeholders relevant for internal 
communication. 
2.2.3 Internal Stakeholders  
Stakeholders have been defined by Freeman (1984)  as “any group or individual who 
can affect or are affected by the achievement of the firm’s objectives” (p. 25). Welch 
and Jackson (2007) cautions against the tendency to treat employees as a single group 
therefore this study has drawn distinctions between internal stakeholders to respond to 
this concern. The three groups of internal stakeholders identified include:  strategic 
managers, line managers and employees. Strategic managers are the decision makers of 
the company and responsible for directing the organisation as a whole (Welch & 
Jackson, 2007). Line managers are defined as the stakeholders who are responsible for 
day-to-day management, for example, supervisors and middle managers in charge of 
work units. These may include directors, department heads or team leaders (Welch & 
Jackson, 2007). Employees are internal stakeholders at the lowest level of the 
organisational hierarchy. To clarify the employee internal stakeholder group the term 
‘operational employees’ will now be used to address this group in this thesis. By 
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identifying the operational employee group, as a new term a clearer distinction between 
all employees and a specific internal stakeholder group is evident.  Operational 
employees are identified as internal stakeholders who are not responsible for managing 
the strategic or corporate direction of the organisation and affect or are affected by the 
achievement of the firm’s objectives within the organisation (Welch & Jackson, 2007). 
The dimensions for communication between internal stakeholder groups  reflects the 
hierarchy and structure within an organisation. Following Welch and Jackson (2007) 
three dimensions have been operationalised: internal line management communication, 
internal peer communication and internal corporate communication. It should be noted, 
Welch and Jackson (2007) only focus on the internal corporate communication 
dimension in their work, and do not expand on all three dimensions. Similarly, Van Riel 
(1995) explored line management communication dimension the role of day-to-day 
management interactions with stakeholders, while Grunig and White (1992) focused on 
employee-to-employee communication as a separate internal communication function. 
In the context of this research, the three internal stakeholder groups will be included in 
the study reflecting the structure and processes of internal communication within the 
organisational setting. 
2.2.4 Internal Communication Matrix  
Jones’s (1995) broader instrumental stakeholder theory encouraged managers to 
consider different groups in an organisation who have different stakes in the 
organisation. By taking a stakeholder approach, Welch and Jackson’s (2007) Internal 
Communication Matrix encompassed the strategic management of interactions and 
relationships between all internal stakeholders in an organisation. Therefore this model 
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is appropriate for understanding the whole employment experience for individual 
stakeholder groups. 
Welch and Jackson’s (2007) Internal Communication Matrix is based on a stakeholder 
matrix used as an analytical tool for investigating the complex nature of internal 
communication. The matrix offers a typology that explains the management of internal 
communication through identifying four communication dimensions: internal line 
management communication, internal team peer communication, internal project peer 
communication and internal corporate communication, as detailed in Table 2.2. 
Table 2.2 Internal Communication Matri 
Internal Communication Matrix 
Dimensions Level Direction Participants Content 
Internal line 
management 
communication 
Line managers/ 
supervisors 
Predominantly 
two-way 
Line managers- 
employees 
Employees’ role. 
Personal impact, e.g. 
appraisal 
discussions, team 
briefings 
Internal team peer 
communication 
Team colleagues Two-way Employee- 
Employee 
Team information, 
e.g. team task 
discussions  
Internal project 
peer 
communication 
Project group 
colleagues 
Two-way Employee- 
employee 
Project information, 
e.g. project issues 
Internal corporate 
communication 
Strategic 
managers/top 
management 
Predominantly 
one-way 
Strategic 
managers- all 
employees 
Organisational/ 
corporate issues, e.g. 
goals, objectives, 
new developments, 
activities and 
achievements  
Source: Welch and Jackson (2007) 
Table 2.2 describes the four areas of the Internal Communication Matrix: level, 
direction, participants and content. Level refers to the organisational level with which 
the participants are identified. Direction identifies if communication between 
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participants is one-way or two-way (Grunig & Hunt, 1984). The direction of internal 
communication as a flow between employees and managers is theorised by authors 
(Stauss & Hoffmann, 2000; J. White & Mazur, 1995). The participants in the matrix 
include the three stakeholder groups: line managers, operational employees and strategic 
managers. Assigning internal stakeholder groups based on the role of participants within 
an organisation provides a specific structure for internal communication processes. 
Content describes what is being communicated, otherwise known as the ‘message 
material’ (Welch & Jackson, 2007). The Internal Communication Matrix identifies: 
who, what way, what content and for what purpose, the communication is occurring 
(Welch & Jackson, 2007). 
The first dimension outlined by Welch and Jackson (2007) is internal line management 
communication which is described as the two-way dialogue between line managers and 
employees and is concerned with communicating employees’ roles and personal impact 
on tasks. Specifically, internal line management communication involves appraisal 
discussions and team briefings between operational employees and line managers within 
work units. The purpose of internal line management communication is for operational 
employees and line managers to exchange information freely to improve the general 
day-to-day running of organisational activity (Van Riel, 1995). 
The second and third dimensions of the Internal Communication Matrix have been 
combined in this thesis as their purpose, stakeholders and content are similar. Both 
internal team peer communication and internal project peer communication involve 
dialogues between colleagues in a two-way approach at a horizontal level between 
operational employees. The main difference between these two dimensions is simply the 
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distinction between teams and projects.  Teams have been defined by Welch and 
Jackson (2007) comprising employees who are part of the same department or 
organisational environment. Project group colleagues are defined as employees who 
may span various departments and work on group assignments (Welch & Jackson, 
2007). For example, members of the finance team may work with members of the 
marketing team on a project. As there is little structural difference and scarce empirical 
support for the separation of these two levels (see Pinto & Pinto, 1990)  for the purposes 
of this research, internal team peer communication and internal project peer 
communication are combined and termed ‘internal peer communication’. 
The internal corporate communication dimension is defined by Welch and Jackson 
(2007) as “communication between an organisation’s manager and its internal 
stakeholders, designed to promote commitment to the organisation, a sense of belonging 
to it, awareness of its changing environments and understanding of its evolving aims” , 
(p. 186). Welch and Jackson (2007) argue that internal corporate communication is a 
predominantly one-way approach by which managers engage operational employees 
with the organisation. It is also important for managers to communicate clear and 
consistent messages to employees to improve engagement levels within the organisation 
(Welch & Jackson, 2007). In this study, internal corporate communication addresses 
communication between strategic managers and operational employees within an 
organisation. 
The internal corporate communication area has been studied by a number of researchers 
including Kazoleas and Wright (2001), Van Riel and Fombrun (2007), Zerfass, Tench, 
Verhoeven, Verčič, and Moreno (2010), and others. White et al.’s (2010) open-ended 
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interviews research argued that the most important source of communication comes 
directly from the top of the organisation. Internal corporate communication has been 
found by Welch and Jackson, (2007) to increase a sense of community and improve 
employees’ perceptions of their relationship with employers (Welch and Jackson, 2007). 
In this thesis internal communication is investigated using a qualitative method with the 
focus on internal stakeholders. Welch and Jackson’s (2007) Internal Communication 
Matrix provides the foundation of the theoretical framework for this thesis. 
2.2.5 Research gap in internal communication  
This thesis follows the work of Hiltrop (1996), Guest and Conway (2002), Backhaus 
and Tikoo (2004) and Tortosa, Moliner, and Sánchez (2009) to demonstrate the 
relationship between internal communication and psychological contract. In public 
relations, internal communication has been widely acknowledged as being 
underdeveloped and under researched despite the significant value it presents for 
organisations (Kalla, 2005; Mazzei, 2010; Ruck & Welch, 2012; White et al., 2010). A 
number of researchers have contributed to the current understanding of internal 
communication with regards to the content of communication messages, communication 
processes involved in disseminating information (Kalla, 2005; Welch & Jackson, 2007; 
White et al., 2010), communication models and internal communication’s theoretical 
impact on organisational outcomes. 
Both the content of communication messages and the communication processes 
involved in disseminating information have proved to be valuable for conceptualising 
internal communication. The content of internal communication is often determined by 
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what information is needed to be communicated to achieve operational and strategic 
aims of the organisation (Mazzei, 2010). This content is often produced from strategic 
managers and employees’ perceptions and aims to achieve information adequacy by 
presenting information about organisational goals as well as the employee’s work role 
(Kalla, 2005; Welch, 2012). Internal stakeholders’ first task is to distinguish what to 
communicate, to whom and how often when trying to achieve information adequacy 
(Ruck & Welch, 2012). 
A number of models for communication have been conceptually explored and add value 
to the current knowledge of internal communication, including Kalla (2005), Likely 
(2008), Ruck and Welch (2012), and Welch and Jackson (2007). Kalla (2005) proposes 
a model for integrating multiple disciplines to distinguish a new integrated internal 
communication framework. Similarly, Likely (2005) has modelled internal 
communication based on the communication roles within an organisation. Ruck and 
Welch (2012) conceptualised a model for performing internal communication based on 
stakeholder engagement. This thesis has adopted Welch and Jackson’s (2007) Internal 
Communication Matrix because it distinguishes between the three internal stakeholder 
dimensions that are relevant for addressing the complex nature of the research aim. 
Welch and Jackson’s (2007) model is most relevant to this thesis as it considers various 
aspects of internal communication with the purpose of achieving specific strategic aims. 
The selection of the Welch and Jackson (2007) internal stakeholder approach provides 
an appropriate framework for this research for two key reasons. First, the thesis 
approaches internal communication from the perspective of the participants involved. 
Second, to address the key research problem,  understanding of individual stakeholder 
Chapter 2 Literature Review 34 
perspectives aligns with the understanding of psychological contract currencies, which is 
the mutual agreements between employees and their organisation. Welch and Jackson 
(2007) framework responds to the need to adopt a stakeholder approach to examining 
internal communication. 
Internal communication is also relevant for organisational outcomes. Previous research 
has considered outcomes of internal communication on organisational effectiveness 
including Hargie and Tourish (1993), Quinn and Hargie (2004), Robson & Tourish, 
(2005) and Verčič et al. (2012). However, there is limited understanding of the links 
between organisational and internal stakeholders’ beliefs. Ruck and Welch (2012) 
suggested meeting employees’ communication expectations are important for 
organisations’ strategic management teams and suggested that internal communication 
content and processes help to align employees’ expectations with organisational goals 
from an employee engagement perspective. Verčič et al. (2012) found that internal 
communication has outcomes that relate to psychological beliefs, such as trust, loyalty, 
credibility and value for money. However, there is limited empirical evidence about how 
internal communication contributes to the alignment of an organisation’s strategic 
outcomes. In summary, there is limited theoretical understanding on how internal 
communication influences internal stakeholders’ psychological beliefs. 
As internal stakeholders’ psychological beliefs comprise the content of psychological 
contracts the psychological contract area of research will now be discussed. 
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2.3 Psychological contract 
The concept ‘psychological contract’ was first introduced by Levinson (1962) and is an 
important and ongoing area of study (see, for example, Chambel, 2014; Eckerd et al. 
2013; Kotter,1973; Rousseau,1989; Schein,1980). Rousseau (1989) defines 
psychological contract as “an individual’s beliefs regarding the terms and conditions of 
a reciprocal exchange agreement between that focal person and another party” (p. 123). 
The unwritten contractual agreement of the psychological contract encompasses the 
exchange agreement and employment offerings that are promised to employees by 
employers (Rousseau, 1989). 
Research on psychological contract spans several areas, including: the employees’ 
beliefs about their obligations, expectations and promises with their organisation 
(Rousseau, 1989), violation of psychological contracts (Morrison & Robinson, 1997), 
the content of psychological contracts (Rousseau, 2001a) and psychological contract 
currencies (Thompson & Bunderson, 2003). A review of the literature highlights the 
pertinent areas of research in the fields of psychology, human resource management and 
public relations. The following section will synthesise existing seminal definitions of 
psychological contract to establish an appropriate basis for understanding this area of 
research and examine the content of psychological contracts. 
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2.3.1 Definitions of psychological contract 
As with internal communication there is not one agreed definition of psychological 
contract. This is due to the various understandings of the psychological contract among 
different disciplines. Table 2.3 outlines the main definitions of the psychological 
contract in the academic literature. 
Table 2.3 Definitions of Psychological 
Definitions of Psychological Contract 
Author Definition Theme 
Levinson 
(1962) 
“A series of mutual expectations of which the parties to the 
relationship may not themselves be dimly aware but which 
nonetheless govern their relationship to each other.” (p. 21) 
Expectations for 
employment 
Kotter 
(1973) 
“An implicit contract between an individual and his organization 
which specifies what each expect to give and receive from each 
other in the relationship” (p. 92) 
Expectations for 
employment 
Schein 
(1980) 
 “… an unwritten set of expectations operating at all times 
between every member of an organization and the various 
managers and others in that organization” (p. 156) 
Expectations for 
employment 
Rousseau 
(1989) 
“… an individual’s belief regarding the terms and conditions of a 
reciprocal exchange agreement between that focal person and 
another party. Key issues here include the belief that a promise 
has been made and a consideration offered in exchange for it, 
binding the parties to some set of reciprocal obligations.” (p. 
123) 
Employees’ beliefs 
Reciprocal mutuality 
Expectations for 
employment 
Rousseau 
and Greller 
(1994) 
“ In simple terms, the psychological contract encompasses the 
actions employees believe are expected of them and what 
responses they expect in return from an employer” (p. 386) 
Employees’ beliefs 
Morrison 
and 
Robinson 
(1997) 
“An employee’s belief about a reciprocal obligation between that 
employee and his or her organization, where these obligations 
are based on perceived promises and are not necessarily 
recognised by agents of the organization” (p. 229) 
Reciprocal mutuality 
Employees’ beliefs 
Guest and 
Conway 
(2002) 
“The perceptions of both parties to the employment relationship- 
organisational and individual- of the reciprocal promises and 
obligations implied in the relationship” (p. 22) 
Reciprocal mutuality 
Three themes emerge from the seminal definitions: expectations for employment, 
reciprocal mutuality and employee beliefs. The following section will explore these 
three themes. Expectations for employment are evident in many of the early definitions 
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of psychological contract (including Kotter, 1973; Levinson, 1962; Rousseau, 1989; 
Schein, 1980). The expectation for employment is conceptualised as a social exchange 
which attempts to understand the interactions between employer and employee 
(Levinson, 1962). The three elements of expectation for employment within the 
definitions are: mutual expectations (Levinson, 1962), expectations between employee 
and employer (Kotter, 1973) and the internal stakeholders involved in the expectations 
(Schein, 1980). While the understanding of psychological contracts has significantly 
changed since this research, the expectations for employment are still evident in recent 
definitions (Cullinane & Dundon, 2006). 
The second theme found within the seminal definitions is the reciprocal mutuality of the 
psychological contract. Rousseau (1989) first introduced the concept of reciprocal 
mutuality as an unwritten agreement made up of the implicit promises and obligations 
between employee and employers. Reciprocal mutuality is further explored in Morrison 
and Robinson's (1997) study which highlights perceived promises and posits that the 
ratio of benefits promised by an organisation are relative to contributions promised by 
the employee. Morrison and Robinson (1997) argue the implied nature of the reciprocal 
mutuality in terms of employee contributions, such as loyalty is an unwritten agreement 
from an employee’s perspective. Guest and Conway’s (2002) definition reiterated this 
by stating that the psychological contract is “the perceptions of both parties to the 
employment relationship” (p. 22). Guest and Conway (2002) extend the concept of 
perceived mutuality by identifying that the two-way exchange of beliefs between 
internal stakeholders contributes to the implied reciprocal promises and obligations 
between employee and employer. Reciprocal mutuality is therefore an important part of 
defining psychological contract. 
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Employee beliefs comprise the third theme emerging from the psychological contract 
definitions. Employee beliefs are the individual’s understanding of the content or the 
terms and conditions of the psychological contract (Rousseau, 1989). Rousseau and 
Greller (1994)  extended this understanding stating that “the psychological contract 
encompasses the actions employees believe are expected of them and what responses 
they expect in return from the employer” (p. 386). Rousseau and Greller (1994) further 
contribute to understanding employee beliefs by asserting that the practices used in 
tasks, such as recruitment, training, performance review and compensation all contribute 
to employee beliefs which extends Rousseau’s (1989) earlier study. The beliefs 
constituting the content of psychological contracts differ depending on the employment 
experiences, the organisational culture and the value offerings provided by the 
organisation for employees. The fulfilment of the employee’s beliefs about the 
expectations and obligations form the basis for the psychological contract as a whole. 
As employee beliefs are an important theme to include when defining psychological 
contracts this thesis adopts Rousseau’s (1989) definition of psychological contract 
which is inclusive of the three themes identified in the literature and acknowledges the 
relationship between internal communication and psychological contracts: 
… an individual’s belief regarding the terms and conditions of a reciprocal
exchange agreement between that focal person and another party. Key issues 
here include the belief that a promise has been made and a consideration offered 
in exchange for it, binding the parties to some set of reciprocal obligations. (p. 
123). 
The following section details the content of exchange in psychological contracts. 
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2.3.2 Content of exchange in psychological contract 
The content of exchange is defined as the individually identifiable characteristics that 
make up the psychological contract (MacNeil, 1985). The content of exchange can 
determine the nature of the psychological contract (Rousseau, 1995; Thompson & 
Bunderson, 2003). A psychological contract is concerned with the obligations, 
expectations and promises of an employees’ and employers’ though a reciprocal 
exchange. The three types of exchange involve the notion that employees will deliver 
good quality work in a timely manner with the expectation that they will receive long 
term employment (Rousseau, 1995; Thompson & Bunderson, 2003). In addition the 
employer is obligated to provide opportunities for workers to pursue a career path within 
the organisation. 
 The Internal Communication Matrix may be used to assess the nature of the content of 
exchange but does not explicitly address the importance of the content of psychological 
contracts (Guest & Conway, 2002). This thesis considers the content of exchange within 
its research framework. The following section explains how employees’ and employers’ 
expectations influence the psychological contract within the work environment. 
Expectations 
Employees’ expectations of their employers include advancement opportunities, salary, 
status and a structured work environment (Kotter, 1973). Employers expect a range of 
employee contributions to the organisation, including technical skills, organisation 
skills, capability and loyalty (Rousseau, 2001a). Levinson’s (1962) earlier work on 
employee expectations was further developed by Sparrow (1996) who focused on 
expectation outcomes, such as  loyalty and trust. Expectations may range from beliefs in 
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the probability of future events what is considered to be normative beliefs (Rousseau & 
Parks, 1992). The normative beliefs focus on the way in which managers apply 
psychological contract development, such as recruiting efforts, supervisor training and 
reward and control systems (Rousseau & Parks, 1992).  As well as expectations, 
obligations of both employees and the organisation make up the content of exchange in 
the psychological contract. 
Obligations 
Obligations focus on what an organisation ‘owes’ an employee and reciprocally what an 
employee is obligated to produce within an organisation (Van Dyne & Ang, 1998). 
Obligations have been defined as feelings of inner compulsion from one source to act in 
a certain way towards another source (Kotter, 1973). Psychological contract literature 
examines both expectations and obligations focusing on perceived organisational 
support and the way in which obligations from both employee and employers contribute 
to psychological contracts (including Coyle-Shapiro & Neuman, 2004; King, 2000; 
Lester, Kickul, & Bergmann, 2007). 
Coyle-Shapiro and Neuman (2004) focused on the exchange relationship of 
psychological contracts and the moderating effects of employer obligations and 
fulfilment. Coyle-Shapiro and Neuman (2004) hypothesised model suggested that 
perceived obligations to the employer should be increased in order to fulfil employees 
perceived obligations to the organisation.  This contributes to the understanding the 
relational exchange between employees’ and their organisation. Herriot et al. (1997) 
contributed to the understanding of obligations through a critical incident technique 
which explored the specific perceived obligations that were evident in the content of 
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exchange. Herriot, Manning and Kidd (1997) found twelve employer obligations for 
both groups (employee and organisation): training, fairness, needs, consultation, 
discretion, humanity, recognition, environment, justice, pay, benefits and security.  They 
also found seven categories of employee obligations for both groups (employee and 
organisation) including: hours, work, honesty, loyalty, property, self-preservation and 
flexibility. 
Promises 
The final and third aspect of the content of exchange is promises. Promises have been 
studied in a number of works, such as De Cuyper and De Witte (2006), Ho, Weingart, 
and Rousseau (2004), and Rousseau (1989).  In general terms, Rousseau and Parks 
(1992) defined promises as an assurance that one will or will not undertake a certain 
action or behaviour. The assurance aspect of the definition relates to psychological 
contract as a contractual agreement that employees and employers enter into in both a 
formal and informal manner. Rousseau (1989) concluded that psychological contracts 
are formed by individuals’ perceptions of their own and their organisations’ behaviour 
and consist of two types of promises: explicit and implicit. The perceptions of 
employees’ and employers’ explicit promises have been more closely analysed in 
Guzzo, Noonan, and Elron (1994) who defined them as printed or verbal promises made 
by individuals and organisations. In contrast implicit promises arise from the consistent 
and repeated patterns of behaviour formed by both parties and are defined as the implied 
or unwritten agreements between employees and employers (Guzzo et al., 1994; 
Rousseau, 2001b). 
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Expectations, obligations and promises form the contributions and rewards exchanged 
within a psychological contract. The promises, expectations and obligations of the 
psychological contract share similarities with internal communication content. Smidts, 
Pruyn, and Van Riel. (2001) indicate the content of employee communication includes 
information about: employees’ roles, organisational issues (goals, objectives, new 
developments, activities and achievements) and personal contributions. Smidts, Pruyn, 
and Van Riel. (2001) work contributes to this study as it provides a framework for 
understanding what employee communication includes. Smidt et.al (2001) state “these 
results suggest that the importance of how an organisation communicates internally is 
even more vital than the question what is being communicated.” (p. 2), highlighting the 
link between processes and the psychological contract. 
For the purposes of explaining the relationship between psychological contract types and 
how they are exchanged between internal stakeholders, the next section discusses the 
types of psychological content including: transactional, relational and ideology-infused 
2.3.3 Types of psychological contract  
Psychological contracts can be described as multidimensional as they comprise multiple 
aspects of the employment experience (Robinson, Kraatz, & Rousseau, 1994). Previous 
research identified multiple types of psychological contracts including: transactional 
(Rousseau, 2001a; Rousseau & McLean Parks, 1992), relational (Guzzo et al., 1994; 
McLean Parks & Kidder, 1994; Rousseau, 1995; Thompson & Bunderson, 2003), 
balanced, transitional (Rousseau, 2001a; Rousseau & McLean Parks, 1992) and 
ideology-infused contracts (Blau, 1964; Thompson & Bunderson, 2003). 
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Relational contract 
Rousseau (2001a , p.3) has defined the relational characteristic of the psychological 
contract as “long term or open ended employment arrangements based upon mutual trust 
and loyalty”. Relational rewards are based on performance and derive from membership 
and participation within an organisation. The performance requirements of the relational 
content are not specified and the duration of the psychological contract is generally long 
term (Rousseau (2001a). As with transactional characteristics Rousseau (2001a) 
subdivides the relational characteristics into loyalty and stability. Stability is identified 
as the employee’s obligation to a long-term commitment to the organisation. In return an 
employer is committed to offer long-term employment and stable wages to the employee 
(Rousseau, 2001a). The loyalty component of the relational contract implies that an 
employee is obligated to support the organisation and contribute to the organisation’s 
culture, needs, and interests. In return the employer is committed to support the well-
being and interests of the employee and their family while they work in the organisation 
(Rousseau, 2001a). Loyalty and stability are key concepts within the relational content 
and are used in this thesis to measure the nature of the employee’s psychological 
contract. 
Ideology-infused contract 
Thompson and Bunderson’s (2003) inclusion of ideology-infused content contributes to 
theoretical framework of this thesis. Thompson and Bunderson’s (2003) contribution to 
Rousseau’s (2001a) study is the development of the ‘ideology-infused” content which is 
the adoption of a cause-driven currency by which employees develop an ideological 
focused exchange. The ideology-infused content has been identified as a distinct 
psychological contract dimension that is influenced by the transactional and relational 
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contracts. The ideology-infused contract focuses on the “ideological rewards” of an 
employee (Blau, 1964, p. 239). 
Transactional contract 
The transactional contract is defined by Rousseau (2000) as the short-term employment 
arrangements that are focused on economic exchange. Transactional contract 
expectations are inferred (such as expected pay) with limited employee involvement.. 
The transactional contract is specific in nature and is generally focused on monetary 
reward (Rousseau, 2001a). Characteristically, the transactional contract is subdivided 
into conceptually homogeneous narrow and short-term components. The narrow 
component of the transactional characteristic indicates that employees are obligated to 
perform tasks that are fixed or limited to their set duties within the organisation 
(Rousseau, 2001a). Furthermore, the employer is committed to offer only limited 
involvement in the organisation with little training or employee development. Second, 
Rousseau (2001a) suggests the short-term nature of the transactional characteristic does 
not require the employee to have obligations for long-term employment in the firm. In 
return for the short-term commitment the employer offers only limited employment 
opportunities and is not obligated to commit to further job security. 
The transactional contract also involves compensation and the reasonable short-term 
guarantee of employment to the primary beneficiary of this currency - the workers 
themselves (Rousseau & McLean Parks, 1992). By highlighting the benefits to the 
employee in terms of economic exchange internal stakeholders are able to fulfil their 
role requirements. The salient beneficiary of the transactional contract is the individual 
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as the terms of the contract are narrow and specific. This follows the egotistic or 
instrumental model of human nature (Thompson & Bunderson, 2003). 
Now that the content of the psychological contract has been established, the way in 
which the content is exchanged through psychological contract currencies will now be 
discussed. 
2.3.4 Psychological contract currencies  
Psychological contract currencies are defined as the ‘exchange’ of content (obligations, 
expectations and promises) between employees. The distinction of currencies moves 
beyond the preliminary understanding what the specific content is to a more in depth 
exploration of how these are expressed by employees. It is under this premise, that the 
mutual beliefs aspect of the psychological contract can be fully understood. The 
currencies of psychological contract have been identified by Thompson and Bunderson 
(2003) as economic (exchange of transactional content), socio-emotional (exchange of 
relational content) and ideological (exchange of ideological infused content). 
Table 2.4 details Thompson and Bunderson’s (2003) framework which includes the type 
and content of exchanges enabling comparison between transactional, relational and 
ideology-infused contracts. The table presents an expanded framework for 
understanding psychological contract currencies and for comparing the content of 
economic, socio-emotional and ideological currency exchanges. 
Chapter 2 Literature Review 46 
Table 2.4 An expanded framework for understanding psychological contracts: A comparison of currencies 
An expanded framework for understanding psychological contracts: A comparison of currencies 
Dimensions Economic currency Socio-emotional 
currency 
Ideological currency 
Contract Type Transactional contract Relational contract Ideology-infused contract 
Content of exchange 
Organization’s 
obligations 
Provide continued employment, 
safe work environment, fair 
compensation 
Provide training, career 
development, 
promotion 
opportunities, long term 
job security 
Demonstrate credible 
commitment to a valued 
social cause  
Individual’s 
obligations 
Fulfil formally specified role 
requirements 
Fulfil generalized role 
obligations; 
organization 
commitment and 
involvement 
organisational citizen 
behaviour 
Participate in the 
organization’s 
mission/cause; 
organisational and societal 
citizenship behaviour  
Salient 
beneficiary 
Self Self and organisational 
community 
Society, some segment 
thereof, or intangible 
principle 
Affiliation logic “The organisation gives me a fair 
day’s pay for a fair day’s work” 
“The organisation 
nurtures my 
professional 
development and sense 
of community” 
“The organisation shares 
my passion, cause, and/or 
mission.” 
Model of human 
nature  
Egoistic, instrumental Collectivistic, 
socialized 
Principled, involved 
Source: Thompson and Bunderson (2003) 
As previously noted, psychological contract currencies have been defined as the type of 
contributions or rewards exchanged within an employment contract that are not 
explicitly defined (McLean Parks & Schmedemann, 1994). The currencies include the 
exchange of content (perceived obligations, expectations and promises) that impacts the 
nature of psychological contracts (Thompson & Bunderson, 2003; Rousseau & Mclean 
Parks, 1992). Three currencies have been identified within the literature including 
economic, socio-emotional and ideological currencies (MacNeil, 1985; Thompson & 
Bunderson, 2003). These three currencies describe the variation in the content of 
exchange within each psychological contract (Thompson & Bunderson, 2003). A 
comparison of the psychological contract currencies is the focus of this research. 
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The content of exchange is defined as the individually identifiable characteristics that 
make up the psychological contract (MacNeil, 1985). These characteristics include the 
salient beneficiary, affiliation logic and model of human nature. The salient beneficiaries 
are the primary stakeholders who benefit from the different types of psychological 
contracts (Thompson & Bunderson, 2003). These stakeholders are self (or the employer) 
the organisational community (or the internal stakeholders) or society or segments of a 
society. Affiliation logic is defined by Thompson and Bunderson (2003) as the 
generalised expectations and obligations of the individual that are associated with the 
psychological contract. The final content of exchange is the model of human nature 
which is an individual’s psychological stance in each psychological contract type 
(Rousseau & McLean Parks, 1992). These include the egotistic or instrumental model, 
the collectivistic or socialised model and the principled or altruistic model (Rousseau & 
McLean Parks, 1992; Shamir, 1990).The origins of the contract types do not directly 
apply to answering this thesis’ research questions and will not be addressed in greater 
detail in the following sections. 
Economic currency 
Transactional contracts involve the exchange of the economic currency. These short-
term guarantees generally include safe working environments and opportunities for fair 
compensation. The type of contributions or rewards exchanged within the economic 
currency is concerned with basic fulfilment of role requirements in exchange for fair 
compensation from the organisation (Thompson & Bunderson, 2003). This makes the 
economic currency the primary exchange relationship between employee and employer 
(Rousseau, 2001a). Thompson and Bunderson (2003) have demonstrated that economic 
currency is concerned with the provision of continued work opportunities in a safe and 
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fair working environment in exchange for employees’ fulfilment of formally specified 
tasks.  The affiliation logic behind the economic currency exchange is “the organisation 
gives me a fair day’s pay for a fair day’s work” (Thompson & Bunderson, 2003, p. 575).  
Socio-emotional currency 
Relational contracts involve the exchange of socio-emotional currency. Socio-emotional 
currency is defined as the employee’s obligation to the organisation in exchange for 
relational content, such as career development and membership of a group (Thompson 
& Bunderson, 2003). The socio-emotional exchange currency moves beyond the 
monetary scope of economic currency to a long-term, open-ended focus on 
understanding employees’ perceived fulfilment of their psychological contract 
(Rousseau & McLean Parks, 1992).  Socio-emotional currency is an organisational 
benefit-focused exchange (Thompson & Bunderson, 2003). Academic literature 
surrounding socio-emotional currency has been central to both conceptual (such as 
Guzzo et al., 1994; McLean Parks & Kidder, 1994; Rousseau, 1995; Thompson & 
Bunderson, 2003), and empirical studies (such as Millward & Hopkins, 1998; Robinson 
et al., 1994). 
As socio-emotional currency is reliant on the exchange relationship built on trust and 
fairness, the employee’s discernment of psychological contract fulfilment may vary 
depending on their perceived beliefs (Thompson & Bunderson, 2003). Rousseau and 
Parks’ (1992) study depicts the socio-emotional contract as embedded in webs of social 
concerns that influence how contracts are viewed by employees. The unwritten nature of 
the socio-emotional currency also complicates the formation of the psychological 
contract particularly in terms of relational interactions. Morrison and Robinson (1997) 
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comment on the importance of communication within the current employment phase, 
stating that promises made by an organisation to an employee should be communicated 
after the employee is hired in order to minimise incongruence. Internal communication 
with these stakeholders also minimises the ‘false consensus effect’ whereby 
organisations (in particular managers) assume that they share similar perceptions with 
operational employees (Ross, Greene, & House, 1977). 
The formation and nature of an employee’s psychological relationship is based on the 
relational or transactional relationship between the organisation and the employees 
(Morrison and Robinson 1997). As socio-emotional currency is based on trust, the 
nature of the relationship is governed by the ‘norms of non-instrumental concerns’ of the 
employees (Morrison and Robinson 1997). This means that the promises given within 
the relational contract are backed up by the transactional currency fulfilment of the 
psychological contract. 
Ideological currency 
Ideology-infused contracts involve the exchange of ideological currency. Ideological 
currency is concerned with the credible commitments to the organisational valued cause 
which extends beyond the obligations and expectations of the employee-employer 
relationship (Thompson & Bunderson, 2003). Ideological currency is defined as 
“credible commitments to pursue a valued cause or principle (not limited to self-interest) 
that are implicitly exchanged as a nexus of individual/ organization relationship” 
(Thompson & Bunderson 2003 p. 574). The employee’s ideology-infused obligations 
are to participate in the organisation’s mission, values and contribution to a social cause. 
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The scope of the ideological currency moves beyond that of socio-emotional and 
economic obligations to broaden the social values aspect of the psychological contract 
(Thompson & Bunderson, 2003). For instance, if employers in foreign aid organisations 
embrace the cause of ‘helping those without a voice’, the contractual obligation for the 
employee is to focus on social good (Thompson & Bunderson, 2003). The organisation 
can improve the ideological currency of its employees by contributing to this cause, 
such as providing 24-hour services to assist those in need. Employees’ awareness that 
the organisation is helping the greater good of society and their perceptions of these 
services may contribute to the fulfilment of their psychological contract. Similar to 
economic and socio-emotional currencies, ideological obligations and expectations can 
derive from both the employee and the employer (Thompson & Bunderson, 2003). 
Employers may be obligated to perform in such a way that the organisation’s mission 
and culture are promoted within the organisation’s functioning. By fulfilling the 
organisation’s mission and culture the expected benefits for the employee are likely to 
increase (Thompson & Bunderson, 2003). 
Ideological currency has been largely neglected within psychological contract research 
although authors (such as Bal & Vink, 2011) suggest that this is a vital link for 
understanding an employee’s obligations towards the organisation. Bal and Vink (2011) 
argued that although employers’ contractual fulfilment and employees’ obligations were 
moderated by team relationships there were no significant interactions between an 
employer’s ideological fulfilment and team relationships. O'Donohue et al. (2007) 
explored the nature of the ideological currency as an extension of the transactional and 
relational contract and found that the values and beliefs of employees were client 
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focused and the sense of fulfilment to the employees was an identifiable employee 
contribution. 
Thompson and Bunderson (2003) have specifically addressed the ideological currency 
in their study measuring violations of principal. While their study contributed 
significantly to the development of psychological contract ideological currencies, 
limited understanding of the whole psychological contract exchange has been gained 
since.  Robinson et al.’s (1994) study acknowledged that most employment exchanges 
involved the combination of socio-emotional and economic currency. Thompson and 
Bunderson (2003) acknowledged that the ideological currency is another dimension of 
the employment exchange. To date there is limited research about what impact all three 
dimensions have on employment experiences. The combination of all three currencies 
allows this research to address the complex nature of the multidimensional 
psychological contract. This thesis focuses on the psychological contract currencies and 
the exchange between internal stakeholders. 
The following section outlines the research framework to respond to the research aim. 
2.4 Research framework 
This thesis addresses the research gap concerning limited theoretical understanding on 
how internal communication influences internal stakeholders’ psychological beliefs. 
This thesis examines how internal communication levels (internal peer, internal line 
management and internal corporate communication) influence the exchange of the 
psychological contract currencies (economic, socio-emotional and ideological). 
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The relationships between the concepts ‘internal communication’ and ‘psychological 
contract’ are illustrated in Figure 2.2. 
Figure 2.2 Research Framework 
The content of exchange as identified in Welch and Jackson’s (2007) Internal 
Communication Matrix provides a richer understanding of internal stakeholder groups. 
The first level of the research framework shows the internal communication content. 
The second level details the internal communication dimensions (internal peer 
communication, internal line management communication, and internal corporate 
communication). The process of communicating are detailed in the third level. 
Similarly, the content of exchange which influences internal stakeholders’ perceived 
psychological contract is also included in this research framework. The content of 
exchange is on the same level as communication processes as both constructs work 
together to facilitate the desired exchange. The final dimension in Figure 2.2 shows the 
Internal Communication 
Content  
Internal Line 
Management 
Communication 
Internal Peer 
Communication 
Internal Corporate 
Communication  
Psychological 
Contract Economic 
Currency  
Psychological 
Contract  
Socio-emotional 
Currency  
Psychological 
Contract  
Ideological 
Currency  
Communication 
Processes Content of Exchange 
Chapter 2 Literature Review 53 
currencies of psychological contract as depicted in Thompson and Bunderson’s (2003) 
model. 
2.5 Research questions 
The preceding literature review has established a research opportunity for understanding 
internal communication and employees’ psychological contract allowing for the 
inclusion of all internal stakeholders. Welch and Jackson’s (2007) Internal 
Communication Matrix provides a theoretical framework that assists in understanding 
the employee’s psychological contract from a public relations perspective and allows for 
the complex nature of the internal communication in a workplace setting to be further 
explored. The following research questions are based on the overall research aim and 
research framework: 
RQ1: Does internal line management communication influence the 
psychological contract currencies? If so, how? 
RQ2: Does internal peer communication influence the psychological contract 
currencies? If so, how? 
RQ3: Does internal corporate communication influence the psychological 
contract currencies? If so, how? 
2.6 Chapter summary 
This chapter outlined the key academic literature on internal communication and 
psychological contract.  Figure 2.2 presented this thesis’ research framework which 
combined the two areas of research and is the basis for the research questions. The 
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following chapter, Chapter Three – Methodology, presents the research design and 
methodology for this study. 
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Chapter 3: Methodology 
CHAPTER 3 
METHODOLOGY 
3.1 Introduction 
Chapter One provided an introduction to the research and an overview of this thesis’s 
structure. Chapter Two presented the literature underpinning this thesis and the areas of 
internal communication and psychological contract that were used to form the research 
framework. This chapter will discuss the methodological approach of this research and 
justifies the use of a case study to address the research aim. The sample and analysis 
procedure is then described and the quality of methodology is reviewed together with 
ethical considerations and the limitations of conducting this research. 
3.2 Justification of the paradigm 
A methodology paradigm has been defined by Bogdan and Biklen (1982) as a loose 
connection of logically held assumptions, concepts and propositions that orientate the 
thinking and research. In the context of this research this is important because it will 
assist in orientating the reader to understand the perspective that the principal researcher 
has taken, in this study, an interpretivist perspective which will now be discussed. 
An interpretivist view is based on the underlying philosophical assumption that reality 
consists of participants’ subjective experiences, and therefore there is no single ‘truth’ 
each truth should be judged according to a person’s subjective experience (Walsham, 
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1993). This perspective recognises that individuals view the world differently and are 
influenced by their varied backgrounds, assumptions and experiences that have 
contributed to their construction of reality (Hennink, Hutter, & Bailey, 2011). An 
interpretivist paradigm attempts to derive constructs from an in-depth examination of the 
phenomenon that is being researched (Walsham, 1993). Meanings of the phenomenon are 
derived from interviews or participant observation which is reliant on the independent 
relationship between the researcher and participant (Daymon & Holloway, 2011). The 
interpretivist view expresses the ontological belief in the existence of multiple realities 
and truths, which are subject to change depending on an individual’s situation. The 
interpretivist view is particularly interested in unique and individual circumstances 
(Daymon & Holloway, 2011). 
The epistemology of the interpretivist viewpoint starts with the individual and the setting 
as a unique entity. Kaplan and Maxwell (2005) commented that the focus of interpretive 
research is not on predefining variables, but on understanding the full complexity of 
human beings in individual situations. Therefore, an interpretive approach to the research 
allows this thesis to unpack the complexity of internal communication and psychological 
contract for an individual within an organisation.  The following section presents an 
overview of the qualitative research approach used in this thesis. 
3.3 Overview of qualitative research 
This research uses a qualitative methodology which is defined by Marshall and Rossman 
(2011) as the study of social phenomena. More specifically, Denzin and Lincoln (2011, p. 
3) have defined the qualitative methodology as “a situated activity that locates the
observer in the world… Qualitative researchers study things in their natural settings, 
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attempting to make sense of, or interpret, phenomena in terms of meanings people bring 
to them”. This definition suggests that a qualitative, analytic approach to research, aims to 
understand a phenomenon as it occurs without the intervention of external objectives. A 
qualitative research approach is appropriate to understand the complexity and the co-
construction of the phenomenon in a holistic and critical sense in a natural setting 
(Marshall & Rossman, 2011). The goal of qualitative research is to understand the full 
meaning of a phenomenon in great detail with thick descriptions and accounts of the 
occurrence under investigation (Leininger, 1992; Guba & Lincoln, 1989).  In the context 
of this research, detailed think descriptions are beneficial to the outcomes of this study as 
they provide a greater understanding of how internal communication influences 
psychological contract currencies within the chosen organisation. 
The features of qualitative research embrace the complexity and diversity required for 
data collection. Keegan (2006) stated that qualitative research allows for an in-depth 
analysis that is rigorous, reflective, reflexive and intuitive.  Qualitative research is also 
useful for gaining an in-depth, holistic understanding of the relationship between 
communication and culture (Daymon & Holloway, 2011). A qualitative approach is 
appropriate as the goal is to understand in detail the relationships between two concepts 
(Kaplan & Maxwell, 2005) specifically, internal communication’s influence on 
psychological contract currencies. Additionally, the nature of the research questions 
justify the use of qualitative research, as ‘how’ questions are generally exploratory in 
nature while ‘what’ questions suit a quantitative approach (Yin, 2009). Qualitative 
research therefore allows for communication relationships to be examined in the social 
and holistic context in which they occur. 
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There are a number of methodological assumptions about qualitative research which are 
considered in the methodology design (Brantlinger, 1997). Table 3.1 presents the 
assumptions of qualitative research to justify the methodological approach used in this 
thesis. 
Table 3.1 Assumptions in qualitative research 
Assumptions in qualitative research  
Assumption Assumptive continua Application to this research 
Nature of the research Technical and natural < > 
Controversial and critical 
The research is technical and natural, as its 
intent is to conform to traditional research 
within the public relations discipline.  
Relationship of the 
participants 
Distant and objective < > 
Intimate and involved 
The research is distant and objective, as 
data collected is not as a response to the 
researcher’s intervention.  
Direction of gaze Outward toward other < > 
Inner contemplation and 
reflection 
The direction of gaze is outwards towards 
other by externalising the research problem. 
Purpose of the research Professional and private < > 
Useful to participants and 
the site  
The purpose of this research is professional 
– as partial fulfilment of a higher research
degree – and informative to participants and 
the participating organisation.  
Intended audience Scholarly community < > 
The participants themselves 
The intended audience is the scholarly 
community (specifically the public relations 
field of research)  
Researcher’s political 
opinion  
Neutral < > Explicitly 
political  
The researcher is neutral and has no 
political agenda. 
Source: adapted from Marshall and Rossman (2011)
The following section details the case study design. 
3.4 Case study design 
A case study approach has been used to enable an in-depth view of the phenomenon, 
which occurs in a bounded system and for the purpose of answering research questions 
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appropriately (Daymon & Holloway, 2011). A bounded system identifies the scope of the 
research design that this study will undertake. In this case, the bounded system is the 
single organisation that is being studied. This is a benefit for the findings as the scope of 
the research provides a structure by which the data can be organised and analysed to gain 
and in-depth understanding of the phenomena of internal communication and 
psychological contracts (Gomm, Hammersley & Foster 2000)  In case studies  ‘how’ or 
‘why’ questions about contemporary sets of events over which the investigator has little 
or no control enable in-depth examination of a phenomenon in its natural context 
(Daymon & Holloway, 2011). 
Case study research focuses on the underlying dynamics presented in a management 
situation (Eisenhardt, 1989). In the context of this research, the case study research focus 
explores the management situation with depth through multiple sources. Specifically, a 
case study design is most appropriate for this research, as the boundaries between the 
phenomenon and context are not clearly evident (Eisenhardt, 1989). Yin (2009) has 
identified four types of case study design (see Figure 3.1). The case study designs have 
been categorised along two dimensions, which reflect the number of cases contributing to 
the design and the number of sub-units in each case study. The selection of a case study 
design is important for accurately answering the research questions. 
Source: Adapted from Yin (2009, p. 46) 
Figure 3.1 Types of design for case studies 
Single-case designs Multiple-case designs 
Holistic (single unit of analysis) Type 1 Type 3 
Embedded (multiple units of 
analysis) 
Type 2 Type 4 
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A single-case design approach is used in this thesis as it produces more and better theory 
than the multiple-case design approach (Eisenhardt, 1991). Dyer and Wilkins (1991) 
argued that single cases are more appropriate for creating high-quality theory. A single 
case design involves extensive exploration of a single unit of study (Yin, 2009). One of 
the main criticisms of the single-case design is that the replication of constructs is not 
possible due to the lack of cross-case analysis. However, a single-case design allows a 
more in-depth analysis of stories as opposed to constructs (Eisenhardt, 1991). This 
criticism suggests that the greater theoretical impact of the single-case design approach 
allows for a greater understanding of a specific phenomenon. In relation to this thesis, a 
single-case design allows in-depth analysis of the phenomena of internal communication 
and psychological contract. 
The single-case design relies on storytelling and may lead to less focus on constructs that 
are important for answering the research questions within this thesis. The research 
attempts to overcome this limitation by using an embedded unit of analysis approach that 
compares sub-units within a particular case. An embedded multiple unit of analysis 
approach involves investigating multiple sub-units of a case, such as processes or 
projects. The use of embedded units of analysis allows this thesis to focus on the case 
study inquiry (Yin, 2009). An analysis of sub-units within the case allows the complex 
nature of the research framework to be analysed. Yin (2009) commented that the sub-
units of analysis may add opportunities for extensive analysis of the research aims which 
enhances the insight of the single-case design. 
A further reason for selecting the single-case design approach is that it has the ability to 
give valuable, data-rich information that is needed when little is known about the area of 
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research (Edmondson & McManus, 2007).  An embedded design (multiple units of 
analysis) was selected as it allows for comparison between groups within a single case. 
For the purposes of this research the perspectives of multiple units of analysis provided 
data-rich results that allowed for comparison between groups (Patton, 2002). The 
following section further details the selection of the single-case design and how this 
method is applied to the research objectives. Figure 3.2 gives a visual representation of 
the case study design. 
Source: Yin, (2009 p. 46) 
Figure 3.2 Single (embedded unit of analysis) case study design 
Three embedded units of analysis were selected based on Welch and Jackson’s (2007) 
Internal Communication Matrix and the dimensions of internal communication. Each 
internal communication dimension was explored separately in the case study design. This 
allowed a within-unit analysis and a cross-unit analysis which yielded an in-depth 
understanding of the complex nature of internal communication (Yin, 2009). For this 
thesis, three embedded units of analysis were: Embedded unit of analysis 1 (line 
managers) embedded unit of analysis 2 (strategic managers), embedded unit of analysis 3 
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(operational employees). The rationale for selecting these three internal stakeholder 
groups was to compare the findings in terms of their perceptions of communication 
processes to form a holistic view of the internal communication dimensions. Comparing 
three stakeholder groups will strengthen the findings of this case study as it directly links 
to the research framework identifying the internal stakeholder groups (as suggested by 
Welch and Jackson 2007). 
The comparison between embedded units of analysis in this case allow for the research 
framework to be addressed. For the purposes of this research, comparing participants’ 
responses provided valuable contributions to both the internal communication and 
psychological contract elements of the research aim. Firstly, an in-depth understanding of 
the internal communication processes can be achieved by comparing internal stakeholder 
groups. Perceptions of internal communication processes may provide a better picture of 
the phenomenon as reduces the bias of just comparing a single group.   Secondly, by 
comparing between groups, these findings will provide an understanding of the mutual 
beliefs formed through the psychological contract. 
Additionally, the embedded unit of analysis method enabled the researcher to understand 
different employees perceptions of beliefs associated with their role. The following 
section will detail the data collection procedures used within this research. 
3.5 Data collection procedures 
The following data collection procedures were conducted based on the research aim 
identified within Section 2.4. The procedures included sampling, the use of instruments 
and an interview protocol. The following section discusses the sampling method used in 
this thesis. 
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3.5.1  Sampling 
This thesis employed a purposeful sampling technique to extract rich, in-depth 
information based on a set of inclusion criteria. Purposeful sampling is defined by 
Daymon and Holloway (2011) as the selection of participants which is guided by the 
purpose of the study.  The participant sample considered three dimensions in selecting the 
most appropriate method for this research: (1) setting; (2) timing, events, activity, issues 
and processes; and (3) people and materials. The setting relates to the site where the data 
will be situated. In this case the setting is a specific organisation. Timing is concerned 
with the stages or sequences of times within which the sample was selected. 
Communication processes are treated as a sampling dimension because the 
communication interactions between internal stakeholders are relevant to the research 
framework. The third sampling dimension to be considered is the participants’ roles and 
experiences. Materials and artefacts are also considered in the sampling dimensions.  As a 
single-case study design was chosen the sampling for this study was conducted within a 
single organisation. 
Organisation 
Criteria for selecting this organisation were chosen as it was most suitable for 
investigating the research problem. It was determined that an organisation with at least 
200 employees (a medium sized company) with at least a three tiered organisational 
hierarchy would be most appropriate for investigating the research problem. These 
criteria address the framework suggested by previous literature (Welch & Jackson, 2007) 
to allow for internal communication to be explored.  Knowledge of existing companies 
lead to the identification of Health Co. While this personal knowledge of the organisation 
existed. The connection with the organisation could have resulted in bias in data 
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collection, the benefits of gaining access an organisation for the purposes of conducting a 
single case study. 
To provide context to the study the chosen setting is the healthcare industry. A number of 
previous studies report on internal communication within the healthcare industry, 
including Pinto and Pinto (1990), Bartlett et al. (1984), and Ley and Spelman (1967). A 
single organisation was selected for this case study for the purpose of providing a holistic 
view of the phenomenon (Daymon & Holloway, 2011). The organisation selected was a 
private mental health hospital that will remain anonymous in line with the ethical 
clearance agreement. The organisation that participated in this research is referred to as 
‘Health Co.’ throughout this thesis to ensure anonymity. Health Co. currently has over 
200 staff members and is situated in Queensland, Australia. The organisation was selected 
as it featured a three-level organisational structure, which was identified during the initial 
contact phase. 
Participant sample 
A total of 17 interviews were conducted at the case organisation. This number was 
deemed appropriate as the research reached ‘saturation of data’ (Marshall & Rossman, 
2011) during the interviews. The sampling method is aligned with the research 
framework and allows for the complex nature of internal communication to be 
interpreted. Three groups of participants were selected for interview: strategic managers 
(n=6), line managers (n=6), and operational employees (n=5). These groups represent the 
internal stakeholders identified within Welch and Jackson’s (2007) Internal 
Communication Matrix. Initially five participants from each area of the Internal 
Communication Matrix were selected to ensure balanced representation of the internal 
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stakeholder groups. Initially, 15 participants were recruited. However, during the 
interview process it became apparent that two participants’ internal stakeholder levels (an 
operational employee and a strategic manager) were misidentified at the recruitment 
stage. To ensure that there was sufficient representation of the internal stakeholder levels, 
two additional participants (016OE and 017SM) were recruited. Inclusion criteria for 
participants included: (a) current staff members of Health Co. and (b) members of the 
direct organisation hierarchy, excluding sub-clinics and contractors. The Chief Executive 
Officer (CEO) of Health Co. contacted all employees via email and posters inviting 
participation in the study were displayed in staff rooms, meeting rooms and lunchrooms. 
The final sample was selected based on the first five participants who responded to the 
email and met the inclusion criteria (in addition to the two original misidentified 
participants). Table 3.2 displays the attributes of the participants who were interviewed, 
including a brief synopsis of their role at Health Co. As per ethics approval, the names of 
participants have been replaced with interviewee numbers to protect their anonymity. 
Table 3.2 also displays the area participants’ work in, type of internal stakeholder and 
how many people they work with. 
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Table 3.2 Overview of participant attributes 
Overview of participant attributes 
Participant 
codes 
Gender Area within 
Hospital 
Identified level within 
organisation 
No. of people in 
work unit 
001LM Female Administration Line Manager  16 
002SM Female Administration Strategic Manager 210 
003LM Female Clinical Line Manager 4 
004SM Male Administration Strategic Manager 210 
005OE Female Administration Operational Employee 7 
006OE Female Administration Operational Employee 210 
007OE Male Clinical Operational Employee 6 
008LM Male Catering Line Manager 30 
009OE Female Administration Operational Employee 16 
010LM Female Clinical Line Manager 70 
011SM Male Management Strategic Manager 210 
012LM Female Administration Line Manager 7 
013LM Female Catering Line Manager 30 
014SM Female Administration Strategic Manager 210 
015SM Male Clinical Strategic Manager 210 
016OE Female Catering Operational Employee 30 
017SM Female Administration Strategic Manager 210 
Source: developed for this study 
Note: LM = Line manager, SM = Strategic Manager, OE = Operational Employee 
Participants were organised into internal stakeholder levels through email, once they 
showed their interest for participating in the study.  Participants were asked to self-
evaluate their position within the organisation and identify their own level. This first step 
was necessary as the principal researcher did not have access the names and positions of 
all employees and initially could not make an accurate assessment of their level within the 
organisation. Once participants were selected the principal researcher was able to clarify 
their level based on the criterial outlined in the previous literature. This criterial was: 
 Strategic managers are the decision makers of the company and responsible for
directing the organisation as a whole (Welch & Jackson, 2007). 
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 Line managers are defined as the stakeholders who are responsible for day-to-day
operational management and are responsible for a team of operational employees, 
 Operational employees are identified as internal stakeholders who are not
responsible for managing the strategic or corporate direction of the organisation 
and affect or are affected by the achievement of the firm’s objectives within the 
organisation (Welch & Jackson, 2007). 
The following section further details the instruments used for the case study 
methodology. 
3.5.2   Instruments  
The data collection phases used Burns’ (2000) three principles for case study data 
collection: using multiple sources, maintaining a clear chain of evidence and the use of 
recorded data. For the purposes of answering the research questions, three sources of data 
were used in the case study: organisational contracts, semi-structured interviews and 
organisational documentation which will be explained in the following section. 
Pre-data collection – organisational contact 
Prior to conducting, the researcher engaged with the organisation as a first point of 
contact. The purpose was to inform the researcher of the background of the organisation, 
provide information about internal stakeholder groups and gain access to specific 
documents for analysis. The organisational contact was first made in May 2014 where 
ethical clearance was completed before any participant recruitment took place. The 
principal research approached a senior member of Health Co. to discuss the research 
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aims, the benefits to the organisation and the proposed procedures for data collection. 
Once approval was received from the organisation and ethical clearance was achieved, all 
staff members were contacted vial electronic communication as well as notices on notice 
boards. As the principal researcher did not have access to staff email accounts due to 
privacy, the senior member agreed to distribute an email to all employees to register their 
interest to the principal researcher. 
Semi-structured interviews 
In-depth, semi-structured interviews are defined by Kvale and Brinkmann (2009, p. 2) as 
“a construction site of knowledge”, where two individuals discuss themes of mutual 
interest.  Myers and Newman (2007) described interview situations as a form of social 
relationship that occurs between the researcher and the participants in the context of short 
term interactions. The purpose of the interviews was to produce rich and complex data, 
supporting explorative and descriptive research (Cavana, Delahaye & Sekaran, 2001). 
Specifically, semi-structured interview processes provide structure while allowing 
flexibility to enquire beyond standardised answers (Berg, 2004). This allows critical 
elements of the research questions to be considered, particularly in the areas of 
communication preferences and content of exchange. 
Semi-structured interviews were the most appropriate method for gaining a full 
understanding of the phenomena through a comparison of the three selected units of 
analysis. The interviewee is treated as an ‘informant’ rather than a ‘respondent’ within 
this case study as they assist in creating an in depth understanding of the case as oppose 
to just forming opinions of the research questions. Informants are often critical for the 
success of case studies as their responses enhance the understanding of both the 
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individuals as well as contribute to the case as a whole(Yin, 2009).  Semi-structured 
interviews were also used as a key tool for achieving the research aims. Three sets of 
interview questions were implemented (one for each internal stakeholder level) in order to 
analyse  the perspectives of both the individual participant, as well as across internal 
stakeholder groups. This allowed the researcher to understand the causal inferences 
between internal stakeholder groups through within and cross unit analysis (as suggested 
by Yin, 2009).  In total, 17 semi-structured interviews were conducted (Yin, 2009). In-
depth interviews in this research lasted for approximately 1 hour and consisted of 10 
questions as seen within the interview protocol (Appendix 1). Interviews were conducted 
on site in private meeting rooms. All interviews were recorded digitally using a voice 
recorder, transcribed, and reviewed by the interviewer to check the accuracy of the 
transcription. 
Documentation 
Documentation as a data source was used to complement the primary method of data 
collection (semi-structured interviews). Using documents as instruments provided an in-
depth understanding of the phenomena that emerged from the interviews as suggested by 
Deacon et al. (1998).  The documents used in this thesis consist of the emails, images and 
printed materials that were naturally occurring in the organisation. Documentation in case 
study research offers insights into the role of managed communication over a period of 
time, which is particularly useful in public relations research as it allows the researcher to 
trace a sequence of events to compare the communication processes with the semi-
structured interview data (Daymon & Holloway, 2011). Therefore, documentation is an 
important instrument to measure how internal corporate communication and internal line 
management communication work within the organisation. 
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The printed documentation collected was produced for administrative or corporate 
purposes. Documentation gathered included communication in printed and electronic 
forms. Information, including agendas, administrative documents, news clippings, and 
internal emails, were analysed to understand how the executive team implements internal 
communication activities in the organisation, as suggested by Yin’s (2009) approach to 
data collection. This collection method is useful as it contains exact incidents that are 
non-influential on the results of the case study (Yin, 2009). For example participants 
interview data identifies a specific piece of printed material and how it was distributed 
was able to be analysed separately, without the influence of potential bias of the 
participates opinions. This thesis followed Daymon and Holloway’s (2011) suggestion 
that the documents be assessed for authenticity, credibility, meaning and 
representativeness of the primary data collection method. Table 3.3 summarises 
documents collected (full summary of documents can be seen in Appendix 2). 
As discussed in Chapter Two, the documentation required included internal 
communication activities. To overcome bias, selection of the content of documentation 
used (Daymon & Holloway, 2011) was addressed within the interview protocol (see 
Appendix 1). Overall, the documentation was useful for obtaining collaborative and 
augmenting evidence from other data sources. 
Documents were selected based on two criteria. The document was first selected based on 
typical internal communication artefacts alerted from on the previous studies outlined in 
internal communication literature such as White et al. (2010), Welch and Jackson (2007). 
These were collected independently to ensure that an accurate representation of the 
internal communication was collected. In addition, documents were added to the analysis 
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selected based on the outcomes from the interviews.  For example participants mentioned 
that notice boards were used in the organisation and therefore, where not already 
identified, the current notices were collected. These selection criteria provided further 
triangulation of data collection to support the outcomes from the semi-structured 
interview data and created a richer understanding of the phenomenon being discussed.” 
(p. 85). Documents were collected upon completion of the interviews in November 2014. 
These documents included printed and electronic materials dated from February 2013 
until November 2014. 
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Table 3.3 Summary of Document Collection 
Summary of Document Collection 
Documents 
classification 
Number of 
documents 
collected 
Types of 
documents 
Summary of content 
Administrative 
15 
Internal memo, 
email distribution, 
online,  
Documents included a range of material that 
related to operational instruction (such as 
booking forms, running sheets, medical objects, 
provider numbers, time sheets, room allocation 
and personal privacy)  
Organisational 5 
Newsletter, media 
release, internal 
memo. 
Organisational documents related to the 
communication distributed  within Health Co . 
not by the parent company (such as monthly 
newsletters, media releases and general internal 
memos about updates) 
Corporate 10 
Newsletter, notice 
media release, 
internal memo. 
Corporate documents are distributed by the 
parent organisation which owns Health Co. and 
other subsidiary companies (includes quarterly 
newsletters and information on a notice board 
located in the tea room area) 
Educational 
13 
Internal memo, 
policy 
distribution, 
power point, 
email,  
Educational material is distributed to internal 
stakeholders by the strategic managers 
(including updates to educational procedures, 
monthly planners, new education)  
Philanthropic 
and material 
7 
Online, email 
distribution, 
newsletter, notice 
Philanthropic documents includes a range of 
information (such as corporate details of the 
elephant in the room campaign, updates on 
philanthropic participation)  
Events 23 
Notices, internal 
memo, newsletter 
Documents include invitations and updates for 
various events that occur within the organisation 
(such as consumer carer committee meetings, 
staff forums and Christmas parties) 
Health and 
Safety 
8 
Internal memo, 
notice 
Documents that are distributed to various 
groups within the hospital detailing reminders 
of health and safety information (such as fire 
plans, clinical codes, emergency response, and 
falls)  
Clinical / 
Patient care 
10 Internal memo 
Documents that are directly related to patient 
care and clinical areas such as (medical safety 
instructions incident feedback reports, infection 
control, and staff security)  
Policy and 
Procedures 
5 Policy documents 
Policy and procedure documents cover a range 
of content (such as compliance information, 
patient allocation and ECG tracing) 
Source: developed for this study 
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A summary of document analysis can be found in Table 3.3. The documents collected 
from the organisation specifically related to the area of internal communication. Within 
this research over 80 documents were collected from a number of participants following 
the semi-structured interviews. This ensured that all relevant documents were collected. 
3.5.3 Interview protocol 
An interview protocol was developed for recording information during interviews. The 
protocol provided instructions to the researcher including opening statements, key 
interview questions, and probes to follow key questions and space for recording the 
interviewees’ comments. Interview questions were formed based on constructs that were 
applicable to the research questions developed from the literature review and the research 
framework. The interview was divided into two main parts: first, questions about internal 
communication and communication preferences; and second, questions about the 
psychological contract content of exchange and the economic, socio-emotional and 
ideological currencies. 
Pilot interviews 
Pilot interviews were important for this methodology as they allowed the researcher to 
test questions and demonstrate the researcher’s ability to manage the research. The pilot 
interviews ensured that the interview questions were appropriate to achieve the desired 
research outcomes. Three pilot interviews were conducted with representatives from the 
internal stakeholder groups who did not meet the inclusion criteria of the sample group. 
The pilot interviews were useful for measuring the basic understanding and clarity of 
questions. For example, did they ‘make sense’ to a lay person? Subject matter experts 
(research supervisors) were then engaged to assist the principal researcher in refining the 
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interview questions. Finally, pilot interviews were  used to confirm the appropriateness of 
the refined interview questions. These interviewees were not participants of the 
organisation and were explicitly covered in the ethical clearance. 
Timeframe 
The timeline for this case study was also considered, as case studies should have clear 
beginning and end points (Daymon & Holloway, 2011).  Table 3.4 summarises the key 
dates and events that occurred for this case study. 
Table 3.4 Summary of the case study timeframe 
Summary of the case study timeframe 
Period Activity 
March 2014 Initial contact made to organisation’s CEO outlining the research proposal through 
email 
March 2014 Meeting with CEO to clarify research proposal 
March 2014 Granted access pending ethics approval 
28 April 2014 Ethics approval received 
30 April l 2014 Contact with participants to organise interview schedules 
August 2014 Conducted interviews at the organisation with participants 
August 2014 Initial coding to identify internal communication documents and document collection 
November 2014 Data collection formally concluded 
Source: developed for this study 
The following section details the analysis process. 
3.6 Analysis 
Data analysis is defined by Hatch (2002, p. 40) as “a systematic search for meaning.” 
During the data analysis phase a number of steps were taken to ensure that the 
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interpretation of meaning was consistent and reliable (Creswell, 2003). The qualitative 
approaches to data analysis include both inductive and deductive processes. The analysis 
process was reflective of the research experiences, which included: (1) transcribing and 
listening, (2) organising the data, and (3) coding and categorising. 
The first stage of the analysis procedure was transcribing and listening to the semi-
structured interviews. The transcribing and listening stage began after the completion of 
the first interview and continued through the data collection stage. A transcription service 
was used to transcribe all 17 interviews due to time restrictions. Within this phase, the 
documentary notes were thoroughly examined for the purposes of providing a first look at 
the data. The transcribed interviews were imported into NVivo Version 10. NVivo 
enabled the researcher to view all the data collected in a way that reflected the data 
accurately, as recommended by Beekhuyzen, Nielsen, and Von Hellens (2010). The data 
were then read to gain a first impression and to look for general ideas and meaning in the 
information as suggested by Creswell (2003). 
The second stage of data analysis was organising the data. The data were organised for 
the purposes of identifying categories, piecing together patterns and organising future 
data collection. Within this stage labels of data sources and descriptions of settings and 
situations (such as, communication tactics) were grouped using the embedded unit of 
analysis that was most appropriate for the data source (Daymon & Holloway, 2011). Data 
were grouped into internal stakeholder groups to allow for within-unit analysis and cross-
unit analysis. 
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The next step of the analysis process was coding and categorising. Coding involves 
“linking, breaking up and disaggregating the data so that once coded, the data looks 
different, and is seen and heard through the category rather than the research event,” 
(Morse & Richards, 2002, p. 115). In the context of this research coding and categorising 
was vital to ensure that codes and themes were appropriately attributed. Using NVivo 
software, coding was undertaken within the single case (individual participants) before 
utilising a cross unit analysis technique which will be discussed in the next section. 
Richards (2009) three stage coding process was implemented within this thesis. It aligns 
with Wolcott’s (1994) three stages of transforming data: descriptive, analysis, and 
interpretation. Richards (2009) states that coding by description, topic and analytical 
coding assists researchers to differentiate the purposes of each coding stage. The 
following section details the coding technique used for data analysis. 
First, descriptive coding identified the embedded units of analysis and attributes of the 
data, such as the participant’s level and their length of service in the organisation 
(Richards, 2009). Descriptive coding uses codes that describe the environment and 
participants as a first level of analysis for sorting the data (Richards, 2009). Descriptive 
coding was used in the data analysis phase to identify participants’ descriptive 
characteristics, such as their level within the organisation, job role and the area they 
worked in the hospital (for example clinical, administrative or catering). The purpose of 
assigning descriptive codes to documents was to generate an order to the basic contents of 
the printed and electronic material (Daymon & Holloway, 2011). By assigning 
descriptive data codes to the internal communication documents a narrative between the 
participant’s semi-structured interviews and the supplementary evidence in the documents 
was formed. 
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Second, topic coding was used to label expressions, sentences and paragraphs in both the 
semi structured interviews and document analysis as recommended by Richards (2009). 
Topic coding was conducted with the purpose of identifying theoretical terms within 
transcriptions which participants were not able to express (Daymon & Holloway, 2011). 
Topic coding development was guided by the constructs identified within the research 
framework, including descriptions of internal communication, communication processes, 
psychological contract beliefs and psychological contract currencies. 
The third coding process used was analytical coding, which is defined by Richards (2009) 
as the process of organising data into groups based on an interpretative thematic coding 
technique. This process allowed for the interpretation of data based on meaning, not just 
identifying themes (Daymon & Holloway, 2011).  Semi-structured interviews were 
analysed using an interpretive thematic coding technique defined as a form of pattern 
recognition within the data which emerges as themes become categories for analysis 
(Fereday & Muir-Cochrane, 2006). Themes and codes relating to the research framework 
were identified in the semi-structured interviews. 
In this thesis document analysis was used to examine and interpret data to elicit meaning 
and gain a greater understanding of the concepts, and to develop empirical knowledge to 
answer the research questions (Corbin & Strauss, 2008). Document analysis provided 
supplementary research data to assist in answering the research problem (Daymon & 
Holloway, 2011). Specifically, the documents used in this thesis measured internal 
communication dimensions. The codes and themes from the interviews were integrated 
with the codes and themes of the document analysis to provide an overall picture of the 
case. The coding of the strategic and line management documents assisted in analysing 
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the results using Welch and Jackson’s (2007) Internal Communication Matrix. NVivo 
was used as both a collaborative tool organising the large number of documents as well as 
analysis data in using the same techniques for the semi structured interviews. 
3.6.1 Within-unit analysis  
The analysis of a single-case study is based on the comparison of embedded units of 
analysis. The purpose of the within-unit study is to become more familiar with each unit’s 
characteristics through a detailed unit write-up (Eisenhardt, 1989). This process enables 
each unit of analysis to be a stand-alone sample with unique identifying patterns 
(Amaratunga & Baldry, 2001).  Data analysed from a within-unit perspective focuses on 
strategic managers, followed by line managers and finally operational employees. The 
analysis is mostly descriptive in nature and is used as a foundation for cross-unit analysis. 
3.6.2 Cross-unit analysis   
The second analysis procedure conducted in this research is cross case analysis which 
allows for the findings of this research to assess beyond the initial impressions of 
individual participant responses to compare between groups (Eisenhardt, 1989). Cross 
unit analysis is particularly relevant as it allows for identification of patterns across 
participant groups to provide new insights into the phenomena (Amaratunga & Baldry 
2002). 
Cross-unit analysis is used to compare the responses from individual stakeholder groups 
for the purpose of answering the research questions. Cross-unit analysis is particularly 
relevant as it provides a greater understanding of communication within the organisation 
(Gerring, 2004). Within this study, cross-unit analysis involves comparing all three 
individual stakeholder groups (strategic managers, line managers, and operational 
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employees) while the document analysis provided a holistic view of the organisational 
environment. 
The cross-unit analysis provided a particular relevance to understanding the mutual 
beliefs of internal stakeholders. Specifically, within the literature review, psychological 
contract currencies were acknowledged as the exchange of mutual beliefs between the 
organisation and its employees (Thompson and Bunderson, 2001) the cross unit analysis 
aims to identify the individual obligations and expectations of participants in relation to 
their communication and justify the mutual agreements of these beliefs. 
3.7 Quality of approach 
A number of steps were taken to ensure the rigour of the research approach. Four types of 
validity metrics were identified within qualitative research including: credibility, 
transferability, dependability and conformability (Shenton, 2004). These four tests have 
been commonly used to establish the quality of empirical social research within the 
interpretive research paradigm. 
Credibility in qualitative research is defined as issues of congruence between the findings 
of a qualitative study and reality (Shenton, 2004). The credibility of qualitative research is 
concerned with how well the phenomena have been recorded, understood and reported. 
The first control measure of credibility used in this methodology was the triangulation of 
data. As a case study design, multiple data sources as well as the cross case analysis 
technique allowed the investigator to implement a range of data collection methods. 
Secondly, credibility was ensured through debriefing sessions with associate supervisors 
to clarify meanings and interpretation of data was accurately portrayed. 
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One of the limitations of any research can be the background, qualifications and 
experience of the investigator (Patton, 1990). As this research is a Master’s thesis the 
principal researcher has limited practical experience in conducting interviews. To 
overcome this limitation, frequent debriefing sessions were conducted with the principal 
researcher and the supervisory team. During these meetings the transcripts and the 
provisional findings were discussed to ensure the interpretation of the data was accurate. 
The researcher’s supervisors’ greater experience in qualitative data analysis provided 
valuable feedback and alternative approaches to conducting the data analysis. Practice 
interviews conducted during the pilot interview phase engaged research supervisors 
experienced in the specific data collection technique used in this thesis. Feedback on 
interview style and techniques, such as prompting, provided experience before formal 
interviews were conducted. 
The principal researcher took steps to verify that the integrity of the information provided 
by participants was maintained and not influenced by the investigator’s pre-assumptions 
of emerging theories and inferences (Brewer & Hunter, 1989). During the semi-structured 
interviews, participants were asked to explain reasons for patterns between the 
phenomena of internal communication and psychological contract where observed by the 
investigator. 
Transferability has been defined as the ability of qualitative research findings to be 
applied to other situations (Shenton, 2004). This research does not claim to be 
generalisable in nature. However, a number of provisions were employed to improve the 
transferability of the findings of the study for future research projects. Specifically, the 
research conveyed detailed information about the method’s context, boundaries, timing 
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and procedures to ensure that future researchers are able to accurately reproduce the study 
in another context. During the organisational contact phase of data collection, detailed 
information about the chosen organisation was collected to support the methodology. 
Dependability has been defined as the ability to enable research procedures to be 
replicable in future studies (Shenton, 2004). This is achieved by ensuring that the research 
procedures are effective, systematically employed and reported in sufficient detail to 
ensure findings are supported suggested by Yin (2009). Marshall and Rossman (2011) 
noted, the changing nature of the phenomena being studied may cause problems in the 
data analysis phase. To insure the dependability of this research, the case study design 
employed overlapping methodologies, such as interviews and document analysis. 
Confirmability is defined as the steps taken to ensure that the findings of the study reflect 
the experiences of the participants, reducing the preconceived biases introduced by the 
research team (Shenton, 2004). This research achieved confirmability by including rich 
comments and different participant’s perspectives throughout the findings section to 
clearly justify the research aims (as suggested by Daymon & Holloway, 2002).  All 
participants’ comments were identified during the data collection phase to ensure that 
links to original sources were provided. Interview transcripts were allocated numerical 
codes and coding processes were triangulated though the cross unit analysis phase with 
academic colleagues (consistent with ethical clearance). 
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3.8 Ethical considerations 
The research reported in this thesis was granted ethics approval by the Queensland 
University of Technology (QUT) Human Ethics Committee (QUT approval number: 
1400000292) in line with standard ethical guidelines and the National Statement on 
Ethical Conduct in Human Research (Australian Government, 2007).  Research 
participants gave informed consent. The purpose of the study was explained to the 
interviewees and reinforced in the Participant Information Form. Promises and reciprocity 
to participants were clearly outlined in the Participant Information Form (see Appendix 3) 
and participants were advised that although they would not benefit directly from the 
project the final report would provide an insight into how the case organisation could 
improve its communication activities. Participants were also offered the opportunity to 
request a copy of the final report. A risk assessment conducted prior to commencing this 
research identified the study as low risk and that there was no risk beyond normal day-to-
day living associated with participation in the project. 
Confidentiality of all participants’ contributions was ensured in all aspects of this research 
as recommended by Zikmund, (2003). All comments and responses were treated 
confidentially and the names of individuals were not stored with the transcripts. 
Participants were assured that the level of analysis conducted and the reporting of 
findings would not enable individuals to be identified. Initial access to participants was 
granted by a senior manager in the case organisation. It was communicated to the 
interviewees that participation was voluntary and they were free to withdraw from the 
study at any stage. 
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3.9  Limitations of case study research 
Limitations of case study research need to be acknowledged. First, the single-case study 
design did not allow for comparisons between organisations. Despite this issue with 
transferability of data the single-case study design was most appropriate for exploring the 
research objectives. The purpose of this thesis is to investigate and develop an in-depth 
understanding of complex issues and at no point does this study claim to be generalisable. 
A multiple case study approach was considered for this thesis; however, the depth of 
information needed to answer the research questions was too specific for this approach, 
the main purpose of which was to develop generalisable propositions. Therefore, a 
limitation of this case study research is that it cannot give traditional scientific 
generalisability (Amaratunga & Baldry, 2001). 
The generalisability limitation was lessened by ensuring external validity was addressed. 
Specifically, the theoretical relationships between internal communication and 
psychological contracts was considered within the research design, research analysis and 
measures, such as using multiple embedded units of analysis and triangulation techniques, 
ensured that results were representative across data sources. 
Human interaction is another case study research limitation that has been considered. 
During the data collection phase the researcher’s interactions with the data sources may 
form a bias that could affect the internal validity of the data (Yin, 2009). The selection of 
documentation, which can be affected by restricted access to files and time constraints, 
may also be considered a limitation because the data selected may not be necessary or 
relevant to the research aims. This latter aspect of risk was lessened by ensuring that 
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documentation was collected after the interview stage to ensure that documents were 
relevant to the supplementary confirmation of interview data. 
3.10 Chapter summary 
Chapter Three provided a detailed and comprehensive outline of the qualitative research 
approach and the case study research design used in this research. An overview of the 
case study design was provided, followed by a detailed explanation of the data collection 
methods, sampling strategy and data analysis. The ethical considerations of this study 
were also discussed, as well as issues of validity and reliability in qualitative research. 
Chapter Four provides the findings of the study. 
(Page Inserted for Formatting Purposes) 
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Chapter 4: Findings
CHAPTER 4 
FINDINGS 
4.1 Introduction 
The previous chapter established and justified the methodology used to address the 
research questions. This chapter presents the findings of the research. The findings are 
organised and presented according to the research questions and internal 
communication dimensions. Figure 4.1 illustrates the organisation of this chapter.
Figure 4.1 Organisation of Chapter Four 
4.2 Conceptualisations of internal communication 
As internal communication is the central organising concept of this research, 
understanding participant conceptualisations of internal communication is an important 
starting point. The research aim suggests that internal communication may be used as a 
framework for understanding psychological contract beliefs.  Each internal stakeholder 
group (strategic managers, line managers and operational employees) were asked to 
describe their perception of internal communication within their organisation. There 
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were different perceptions of internal communication amongst the strategic managers, 
line managers and operational employees. However, participants in an internal 
stakeholder group tended to have similar perceptions of how internal communication is 
conceptualised.  First, for strategic managers, internal communication emerged as a 
structured form of communication or framework that had many layers: 
Internal communications, I see it more as your formal framework for how you 
understand what's happening within the business, how you communicate macro 
information, how you understand what's happening at the coalface and what 
your framework is for being able to relay information, understand the status of 
things, know at any one time what's a high priority, what's going on; 
understanding formal means to be able to influence, whether or not that is a line 
management influence, that is your doctor group or your stakeholder influence. 
(017SM) 
It's actually your framework of influence… and understanding your formal 
means to do that. (017SM)  
…liaising mainly with people within the organisation. (011SM)
Strategic managers’ characterisations of internal communication as a framework 
reflected a strategic orientation and their need to distribute messages within a work 
environment: 
 It's usually about the day-to-day operations of the hospital, whether it's verbal, 
email, memos, whatever; it's about everyday communication in the operation of 
the hospital. (015SM) 
Strategic managers’ focus on tactics reflected a more practical understanding in 
strategic managers’ work contexts a greater focus was found on tactics, channels and 
paths taken to get messages out and to receive them: 
Internal communication is about the communication channels that occur within 
the hospital; upwards, downwards, sidewards, et cetera. (011SM) 
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Secondly, line managers identified internal communication from an operational 
perspective, as they focus on communication channels and paths: 
Emails, phone calls, communicating with people above me and below me. 
(008LM) 
Probably emails, phones and meetings. (012LM) 
Internal communication is about the communication channels that occur within 
the hospital; upwards, downwards, side wards, et cetera. (010LM) 
Line managers identified that channel selection and paths as a part of internal 
communication between themselves and operational employees. 
Lastly, Operational employees placed less emphasis on the formality of communication, 
identifying internal communication as a tool to connect with internal stakeholders and 
as an opportunity for information exchange at timely moments: 
Communicating with people in my office or with patients that come in, doctors, 
anyone that's in the hospital. (005OE) 
The way that management communicates whatever message to all the staff. 
(006OE) 
Operational employees’ emphasis on the functions of communication aligns with their 
operational function within the organisation. Therefore, the conceptualisation of 
internal communication from all three levels of the organisation allows for the 
following discussions to make relevant contributions to these understandings. 
Participants’ description of internal communication at all levels of the organisation is 
important as their unique perspectives reflect their conceptual understanding of the 
functions and processes within their role. This understanding is also important as it 
forms part of their mutual beliefs of psychological contract which is relevant to the 
research aim. 
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The next section responds to RQ1: Does internal line management communication 
influence the psychological contract currencies? If so, how? The following section 
presents the key themes of internal line management communication. 
4.3 RQ1: Does internal line management communication 
influence the psychological contract currencies? If so, 
how? 
The next section details the major themes identified in the interviews in response to 
RQ1. Findings present the major themes from the data collected and includes interview 
and document analysis results. Following this, the influence of internal corporate 
communication on specific psychological contract types is reported. Figure 4.2 
illustrates the structure of data analysed in this section. 
Figure 4.2 layout of findings for internal line management communication 
4.3.1 Internal line management communication  
Internal line management communication represents the communication and 
interactions between line managers and operational employees in an organisation. 
These two groups represent the middle and lowest levels of the organisational 
hierarchy. Line managers in this research were directly responsible for the operational 
and financial outcomes of their individual work units or teams. Internal communication 
at the line management level was predominantly one-way in nature due to the 
Internal line management communication 
• Communication adequacy and psychological contract
• Communication channels and psychological contract
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instructional nature of the content, which was found to be primarily operational and 
included information about day-to-day tasks and responsibilities that impacted the work 
unit and coordination of roles within the work unit. The first communication process 
discussed is communication adequacy. 
4.3.2 Communication adequacy  
Communication adequacy includes the amount of information that is given and received 
by internal stakeholders (White, Vanc, & Stafford, 2010). Additionally, communication 
adequacy involves  decisions concerning the structure and systems used for 
communication amongst work units (Alexander, Helms, & Curran, 1987). For internal 
line managers adequacy refers to how they make decisions about what to communicate. 
Communication adequacy also refers to operational employees’ opinions on how much 
information is distributed. Participants spoke about a number of factors relating to 
communication adequacy, including: access, volume and availability of information, 
frequency and relevance to job instruction. Each of these is explored in the following 
sections. 
Access 
Access is operationalised as line managers’ availability to operational employees in 
their work units. Two clear themes of access emerged in the data: physical and virtual 
(electronic or digital). Access includes out-of-work hours contact to resolve staffing 
issues and unforseen clinical issues. All line managers had mobile phones and were 
available at any time of the day. This type of access has been defined as virtual access: 
I have a mobile phone that means that no matter how caught up I am in a 
meeting… I am always able to be contacted to notify me of any extra-ordinary 
issues. (010LM) 
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Often my day will start at 6.30 and that's where I'm on the phone… in [and] out 
of the shower, "text, right".  And the other out of hours things I would do are at 
the end of the day. (001LM) 
Line managers stated there was an expectation in the organisation that they were to be 
available to staff outside standard work hours. The after-hours availability of managers 
is an intrinsic part of most work units across Health Co.: 
To be virtually on-call all the time.  I'm not on-call all the time but that phone 
rings all [the] time, weekends, the lot, asking about things. (001LM) 
This expectation can be classified within economic currency because it represents 
managers’ beliefs about their day-to-day roles and responsibilities. Line managers’ 
expectations of being in constant contact with their work units — even outside work 
hours — influenced their communication with staff. Line managers expressed the 
obligation to be “virtually” on-call via mobile phone after work hours even when they 
were not physically available. 
Operational employees’ expectations of line managers’ availability was similar, as 
illustrated in their actions as reported by line managers: 
I have got a text at 6 o'clock in the morning from three staff to say they are sick. 
(001LM) 
I think the biggest one would be if someone is sick, then what they do, they ring 
me at home. (012LM) 
Operational employees’ beliefs about access to line managers were evident in their 
psychological contract beliefs about manager availability. Operational employees 
believed line managers should be available whenever needed to provide general 
information and respond to requests for specific task-related information. Participants 
reported that these expectations were usually fulfilled by line managers: 
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Mobile.  She's got her mobile on her all the time, so I know her mobile more 
than I know my own, kind of thing [laughs].  Basically, I will call her; she will 
answer.  I have never had an issue with that…  (007OE) 
If it's something urgent, I would call her. (009OE) 
Operational employees in larger work units were able to access their line managers 
throughout the day by using email. Regardless of the method of communication, line 
managers perceived their availability contributed positively to operational employees’ 
economic exchange of beliefs about being supported in their work environment. The 
influence of line managers’ perceived access to operational employees’ links closely to 
economic currency within psychological contracts. Operational employees who have 
access to their managers physically and through electronic paths are shown to have 
improved relational psychological contracts, as they feel they can rely on their line 
manager’s support. In return for carrying out daily tasks operational employees expect 
to be supported by their line managers whenever issues arise: 
To know that I am in a supportive environment, which I am; know that if I have a 
concern, that I can approach the people that need to be approached and have it 
addressed. (007OE) 
To fulfil operational employees’ expectations line managers reported that they balanced 
their time between multiple work units, constantly communicating with staff about 
tasks and keeping them in the loop about what is going on in the organisation. Line 
managers in 24-hour operational areas took steps to increase their availability to 
operational employees in their work units. Line managers in these areas recounted that 
they have changed their work hours to increase access to all staff they manage: 
 I have been starting to do a couple of nights, so I do get more interaction with 
the night girls… "Well, you are already here during the day," … it does help 
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because I am in contact with a lot of the girls that do also work weekends. 
(013LM) 
There's an expectation that afterhours managers deal with the situation at-hand 
as much as they can, but anything that's untoward, anything that is a clinical 
incident or a staffing incident or a roster incident or dealing with a relative 
incident or even an environmental incident in my area, it has to be reported to 
me to follow through. (010LM) 
In summary, adequacy for operational employees relates to a line manager’s perceived 
physical and virtual contact with their work units. Access has been shown to link to line 
managers’ obligations to be constantly accessible to work units and to operational 
employees’ expectations of access to support from supervisors.  Access to line 
managers was also found to influence line managers’ economic psychological contract 
currency. Specifically, employees’ expectations that line managers are both physically 
and virtually available influenced line managers’ perceived availability contract. Line 
managers were found to have aligned their behaviour to meet operational employees’ 
expectations, implementing strategies such as an “open-door policy” (001LM) within 
their work units. Line managers stated that they believed the organisation expected 
them to be “…always able to be contacted” (010LM) by their work units. Line 
managers’ perceived accessibility has been classified as relational content because they 
performed outside their specific role requirements. In this case, line managers expected 
to be contacted outside their standard work hours as they were responsible for their 
work units “24 hours a day” (010LM, 008LM). This meant that they felt obligated to be 
“to be virtually on-call all the time.” (001LM). As psychological contract currencies are 
based on exchange, line managers’ agreement to be in constant contact with work units 
fulfilled operational employees’ beliefs about being in “a supportive environment” 
(007OE). 
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These findings present an important contribution that psychological contract exists not 
just between organisations and their employees, but can be formed between employees 
at different levels of the organisation. Specifically, this finding shows an influence of 
line management communication as a two-way exchange between line managers and 
their operational employees, which influences the existing agreements of supportive 
work environments and the obligations to be in constant contact with their organisation. 
Therefore, it can be seen in this case that being available to operational employees 
strengthens the supportive work environment expectations. 
Information availability and volume 
The second theme identified was information availability and volume of 
communication between line managers and operational employees. Information 
availability and volume is operationalised as a line manager’s decision about when and 
how much information is communicated to operational employees, and operational 
employees’ perceptions about being well informed. Line managers reported they 
preferred to communicate information as soon as it becomes available to staff: 
I suppose just letting them know at the time, when the information becomes 
available. (012LM)  
Pretty much something comes up, I will communicate straight away to the girls. 
(013LM)  
Line managers were found to be open to communicating information to operational 
employees and were aware that the availability of information enabled operational 
employees to be “kept in the loop” (003LM, 010LM). Information availability and 
volume were closely linked to employees’ psychological contract expectations.  Both 
line managers and operational employees individually expressed beliefs about the 
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importance of being fully informed about information that directly impacted their job 
role: 
So if I am fully informed and things are well-communicated, I can do my role 
really well. (001LM) 
…if something substantial is happening, you are informed and it happens quite
quickly. (007OE) 
I suppose you expect… to be kept informed. (003LM) 
As communication links closely to internal stakeholders’ beliefs about expected role 
fulfilment, being fully informed is associated with the psychological contract content of 
exchange. 
Information availability and volume improved the clarity of expectations and allowed 
operational employees to receive recognition from their line managers. Clarity of 
expectations was communicated by managers who believed it was important for 
employees in their work units to have clear expectations about their job roles, as well as 
recognition for their achievements: 
… if you are getting told what your expectations are, communicated to you, and
you are also getting communicated that you have confirmed that you have 
achieved them all, even better...  A lot hinges on being made aware of what you 
are supposed to be doing.  Once you have achieved it, you need to be told that 
you achieved it and made aware of that… These expectations are also passed 
onto line manager’s staff in their work unit. (008LM) 
We work hard for them and we expect them to acknowledge it.  I think it is an 
expectation from me… I expect them to acknowledge [for] what we do, because 
we do a damn good job. (016OE) 
Role clarity therefore is an important part of both line managers’ and operational 
employees’ perceived psychological contract beliefs. In the case of this thesis, Role 
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clarity falls under economic psychological contract currency as it is shows internal 
stakeholder’s belief that there should be clear expectations of their daily tasks and that 
they should be acknowledged for meeting these expectations . In work units line 
managers were responsible for clearly communicating operational employees’ role 
requirements, which were achieved through finding the appropriate volume of job 
instruction and recognition. 
Information availability and volume linked strongly with operational employees’ 
expectations to be recognised for their achievements. Managers who believed that they 
should be recognised for their own achievements passed on recognition to staff in their 
work unit: 
Communication is vital to ensure that people feel appreciated, supported and 
everybody is kept in the loop. (001LM)  
Line managers who recognised staff achievements through communication were able to 
improve operational employees’ sense of “appreciation” and “support”: 
If you are not aware, then people shrug their shoulders "who cares”.  No-one 
said anything about it.  No-one said I did a good job, even though I tried hard. 
(008LM) 
Communication with managers is clearly linked to an employee’s psychological 
contract expectations of support in their job role. Line managers reported that they were 
aware of the amount of operational and corporate information to distribute to fulfil 
employees’ beliefs about support: 
There's so much information; people can get bombarded with information.  So 
you really just have to be giving them the essentials. (003LM) 
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Line managers made decisions about when to communicate information to staff, which 
usually occurred when they first received the information or when they made a decision 
on the messages required to keep operational employees “in the loop” (003LM, 
010LM). It was established that the availability of information linked to employees’ 
clarity of role expectations and is an important part of both line managers’ and 
operational employees’ psychological contracts. Additionally, being recognised for the 
fulfilment of role expectations was also influenced by the volume of information that 
was distributed by line managers. 
Relevance to job instruction 
The focus of internal line management communication is communication about 
operational management issues within work units. To explore decision-making about 
the relevance of information line managers were asked how they made decisions about 
what they communicate to their work units. Line managers of each work unit indicated 
they had strategies in place to inform staff about information that was directly relevant 
to their job role:  
I communicate the information that's necessary to perform their role; what's 
urgent matters…  I try and keep it to what's relevant to them and what's required 
for them on that day. (012LM) 
Decisions made by line managers about what to communicate to operational employees 
were based on the relevancy of the information: 
 People need to know certain things; and they don't need to know certain things. 
(003LM) 
Line managers carefully considered what information was relevant to the operation of 
their work unit as a way of controlling the volume of information passed onto 
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operational employees. Operational employees reported they were well informed about 
what happened in the hospital that was directly related to their job role: 
… you are informed and it happens quite quickly. (007OE)
They would inform [Line Manager]… if there was anything we needed to know. 
(005OE) 
  Finding a balance between overloading staff with information and keeping them 
informed was a process of internal line management communication controlled by line 
managers: 
… you have just got to find what the most important thing is and communicate
that; otherwise staff get bombarded with too much stuff and they might not read 
or do any of it.  I think you have got to simplify it; make it easy for them to do. 
(006OE) 
Managers were also aware of the negative effects of overloading staff in their work 
units with irrelevant information. Line managers felt they needed to communicate the 
right amount of information for operational employees to complete their job: 
I try and keep it to what's relevant to them and what's required for them on that 
day. (008LM) 
If I have anything relevant, at least I can bring it up with them. (013LM) 
If you end up bogging down people with too much information, then they can 
overlook what's actually important.  So it's about finding out … what you think is 
important and handing that important stuff over and not bogging them down 
with things that aren't really relevant to them. (003LM) 
Line managers viewed improving operational employees’ access to relevant 
information as being important. This was achieved by disseminating information using 
the most appropriate communication paths. Primarily, information was distributed using 
one-way downward communication channels, such as email or verbal one-on-one 
meetings. Additionally, there was found to be a distinction in one-way upwards 
communication from operational employees’ to line managers. 
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Secondary channels, such as email were used to communicate information that was 
viewed as being not essential to employees’ daily tasks. The exchange of relevant 
information by line managers to operational employees for role fulfilment is shown to 
influence the economic currency of psychological contracts. Clarity of operational 
employees’ role requirements seems to be partially fulfilled by providing them with 
relevant information. This was confirmed by operational employees expressing their 
need to know “what's expected” (007OE). In relation to the economic exchange, 
operational employees were aware that in return for receiving relevant information the 
organisation expected them to "do your job." (016OE, 005OE). These comments 
provide evidence of economic currency exchange because relevant information is 
exchanged in order to fulfil role requirements. 
Communication relevancy for job instruction was shown to be a considerable factor in 
influencing line managers’ and operational employees’ psychological contracts. 
Specifically, line managers identified the importance of communicating relevant 
information in work units by stating: “information is gold” (001LM). The availability of 
relevant information in work units was shown to influence operational employees’ work 
experiences and improve role clarity so that “everyone knows what they are doing.” 
(008LM). Managers believed that their role in the organisation was to present “positive, 
clear, unbiased and factual communication” (010LM) and influence operational 
employees’ expectations about their communication efficiency. In terms of economic 
currency the relevancy of line managers’ job instruction influenced employees’ role 
clarity and expected communication efficiency. 
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Summary 
Adequacy was found to have a number of major themes that included access to line 
managers, volume and availability of information and relevance to job instruction. 
From these themes a number of findings emerged from the data: 
 There was a preference for line managers to be both virtually and physically
available to their work units that was often fulfilled via electronic
communication channels.
 Participants identified that the volume and availability of information
contributed to their role clarity and was found to contribute to operational
employees’ beliefs of being supported and recognised by their line
managers.
 Line managers who tailored their communication to consider relevance were
found to fulfil operational employees’ expectations to be provided with
information necessary for role clarity and for efficient communication.
4.3.3 Communication channels  
Communication channels were the second theme analysed in internal line management 
communication. A communication channel between line managers and operational 
employees is defined in this case study as: the process of communicating messages to 
internal stakeholders through the selection of distribution methods. The following 
section outlines the themes identified in each communication channel in order to 
understand the influence that these themes have on psychological contract currencies. 
Printed communication 
A range of printed communication channels were utilised in Health Co. for internal line 
management communication, including: hard copy policies and meeting notes, memos, 
pay slips and noticeboards. Printed channels were recognised as a traditional form of 
communication by line managers. Traditional communication channels were used in 
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areas where staff were less reliant on technology to complete their jobs. In particular, 
the catering team preferred to keep all staff in the area informed using printed 
communication channels, such as a communication book and whiteboards. Printed 
communication was identified as being the preferred method of communicating for 
many operational employees who were aware of their teams’ communication 
preferences: 
We have a communication book and we write it in there.  So all staff know, when 
they come in, they have to look at this communication book.  (016OE)  
So if it's something to do with the roster or changes to shift descriptions, it will 
go through the communication book. (008LM) 
Identifying a teams’ preferred communication style was shown to influence operational 
employees’ expectations of adequate supervision and their successful fulfilment of their 
role requirements: 
I prefer to have it in writing, so I can put it in my diary/planner. (009OE) 
So we all know, everyone knows, instead of someone going round one by one, 
because you are going to miss people.  So it's in the book; everybody reads it. 
(016OE) 
Printed communication was seen to be an essential channel for operational employees 
to receive job instructions from their line managers. In areas that had little access to 
electronic channels and often used verbal communication to discuss job instructions 
printed communication was seen as important for sending messages and formalising job 
instructions: 
…by actually seeing the document, I think they see they have read it. (006OE).
Printed communication therefore was used as ‘insurance’, in the sense that it they had 
the option of receiving relevant information. Staff received messages about their tasks 
when they did not have access to computers. In terms of the psychological contact, 
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printed communication fulfilled operational employees’ economic beliefs that line 
managers should clearly state their role responsibilities in exchange for completing 
these responsibilities: 
 So I can always go back and if they say, "Oh, I didn't know that," I say, "Well, 
on January 25th, this was written in the communication book.  What are you 
supposed to do when you walk through the door?  Sign in, do your timesheet and 
you read the communication book.  (013LM) 
So if it needed to go to a set of people that weren't necessarily going to read that 
email, I would physically give them a copy of it and I would also post it to an 
area in different offices that would enable them to read it. (010LM) 
Printed communication allowed information to be disseminated to work units in a 
structured, documented format. Specifically, memos attached to payslips enabled line 
managers to distribute information that was reliable and ensured that information was 
being received: 
 I will put it in [writing] and then ask them for a response. (013LM) 
On really important issues we send out a memo. (010LM) 
Printed communication was found to influence employees’ expectations of adequate 
supervision as their reliance on printed channels from line managers, such as the 
communication book, were the main avenue for receiving corporate information. 
Electronic communication 
A clear distinction between both the function and purpose of printed and electronic 
communication was found in the data. The distinction between printed and electronic 
communication is the method of access used in these channels. Electronic 
communication allows for messages to be distributed without the physical barriers of 
Chapter 4 Findings 102 
printed channels, as well as allowing timing of communication to be instant for work 
units. The physical barriers of printed material include access and distribution as they 
communication is less accessible to internal stakeholders.  Examples of electronic 
communication were identified by participants as email and the intranet. Electronic 
communication was the preferred channel for work units in low risk areas: 
I mainly use email because I find it is less intrusive. (009OE) 
We tend to do virtual meetings where I will be communicating to all of them via 
my email group to consulting suites and then they all respond back to "all", so 
we are all chatting at the one time. (001LM) 
Use of electronic channels demonstrated the fulfilment of operational employees’ 
communication preferences by allowing operational employees to have better access to 
information. Preference for electronic communication channels links closely to line 
managers’ proximity to their work units. Work units that were geographically spread 
around the organisation proved more difficult to communicate with effectively. In terms 
of internal stakeholders’ psychological contract currency, electronic communication 
facilitated beliefs about job autonomy: 
 With them being the secretaries, they really run their own race… everything is 
communicated through to them, either through the [Health Co.] email address 
or through the consulting suite. (001LM).  
Email's taken over a lot of communication.  It is; because you know it's been sent 
and received and it's pretty much clarification that it's out there. (012LM). 
Figure 4.3 illustrates line management communication using an electronic 
communication channel. The email shown in Figure 4.3 demonstrates a consistency 
between the participants’ perceptions and the delivery of communication through an 
electronic channel. The previous two quotes exemplify both a line manager’s and an 
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operational employee’s preference for emails. Figure 4.3 is used as further evidence that 
emails are being used for task-related information, creating consistency between beliefs 
and outcomes of communication channels. 
Source: Document 71 
Figure 4.3 Email from line manager to work unit 
The second theme identified in electronic communication is flexibility. Electronic 
communication channels were shown to improve operational employees’ perceptions 
about flexibility in job role. Online platforms such as the intranet enable operational 
employees to complete tasks, such as surveys, in a more flexible work environment, for 
example “at home or at work” (006OE). This communication channel therefore was 
influential in operational employees’ expectations for, and line managers’ obligations to 
provide, “a very flexible environment” (001LM). 
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The use of electronic communication (such as team emails and the intranet) was a 
secondary channel of communication for line managers who were in close proximity to 
their work units. Electronic communication was used to reinforce messages and ensure 
that teams had access to information. The theme of electronic communication seems to 
influence internal stakeholders’ economic expectations of perceived access to 
information to effectively do their job. 
Verbal communication 
A variety of verbal interactions were identified as being used by participants, including 
face-to-face discussions, handovers, management and communication meetings and 
phone conversations. The key findings for this theme were a preference for verbal 
communication when working in teams, as explained in the following excerpts: 
Verbal communication as much as possible; I think is the ideal way, as much as 
you can. (010LM) 
Just verbal communication.  That is a good thing, with it being small teams, it's 
easy to get everyone involved. (003LM) 
Verbal communication was viewed as a rich source of information compared to 
electronic and printed communication in that both operational employees and line 
managers were able to communicate more immediately and directly. Verbal 
communication is considered to be a rich source of information as it allows for other 
cues such as body language, tone of voice and facial expressions to be used to assist in 
the portrayal of a message. Line managers preferred to use verbal communication to 
give operational employees feedback about their roles, as it allowed them to 
communicate attitude and intent of message: 
I like to be either face-to-face or actually talk to someone on the phone, so they 
can see or feel my emotions. (001LM)  
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Line managers also preferred to use verbal channels when communicating with 
operational employees in order to read body language and get a more accurate 
understanding of the communication interaction. 
This appears to influence internal stakeholders’ psychological contract expectations of 
support in their work environment: 
I know [my manager] keeps an eye on me just to know where I'm going and 
that's very supportive, to know that that's there.  So that's what I expect. (007OE) 
I like to know what I am going to be in store for in the morning, which I get at 
handover. (007OE). 
Verbal communication was seen by operational employees’ in this case to influence the 
psychological contract expectations of being in a supportive work environment because 
employees’ feel that managers are keeping an eye on them and communicating with 
them verbally through formal meetings, operational employees’ expectations are being 
fulfilled. 
Verbal and nonverbal communication was therefore found to be a preferred and valued 
method of communication in work units as it allowed for line managers to show the 
intent of the message more effectively. Operational employees agreed that verbal 
communication was the preferred method as it was convenient in small teams. 
Summary 
The channels used to communicate information between line managers and operational 
employees included printed, electronic and verbal channels. From these channels four 
key findings emerged from the data analysis: 
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 Printed communication was found to influence operational employees’
expectations surrounding role clarity and consistency of communication. Line
managers often used printed communication as it provided a structured platform
for presenting information to work units.
 Verbal communication was used predominately when giving feedback to staff as
it allowed staff to understand the intention of the message more clearly than
printed or electronic communication.
 Electronic communication within work units was often selected to facilitate
communication and allowed for a more flexible work environment.
 Verbal communication amongst teams was the preferred channel for day-to-day
tasks.
4.3.4 Communication formality  
Communication formality includes formal and informal methods of conveying a 
message. Formal communication and informal communication emerged from internal 
line management communication data and were found to influence internal 
stakeholders’ psychological contract currency. 
Formal communication 
This study found formal communication is recognised as a structured and official 
method of giving and receiving information. In work units formal communication 
occurred primarily when line managers and operational employees referred to job 
instructions, gave feedback to others and discussed day-to-day responsibilities. 
Occasions included formal handover meetings, including job instructions from 
managers as well as reporting patients’ care and any outstanding issues that occurred in 
the work unit. 
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In clinical work units formal communication primarily focused on communicating with 
after-hours staff to ensure the work unit ran smoothly on a constant basis: 
We start off the day with a handover report.  You know, fairly formal sort of 
meeting situation; the night shift will go through all the patients and hand over 
the issues of the evening about the patients.  (003LM) 
Formal communication was also used as a form of staff appraisal particularly for large 
work units. This theme uses multiple channels to formalise the communication process, 
as one line manager explained: 
I would probably, on a weekly basis, call a staff member in from a shift, either 
early or late, to discuss with them a performance issue and I would minute that. 
If I felt that it was something that was quite serious, I would offer the staff 
member, for them to bring a support person; and I might have a person with me 
as well.  Sometimes we attend union meetings, depending on what the issue is. 
(010LM) 
The same theme is identified by an operational employee: 
 Part of the admission process they had to update, in order to bring it up to date 
with Australian Standards; and there was info sessions, there was handouts, 
there was education…There was a step-by-step process.  So if you missed out on 
that, you obviously had your head in the sand.  Those kind of things are quite 
good, so it works well. (007OE) 
Formal communication was used to provide performance feedback to operational 
employees, who perceived this as important for fulfilling their role requirements. When 
asked what the organisation expected from them, operational employees were aware 
that their performance impacted on the overall running of the hospital: 
… “fix up, look sharp" … Just, basically, you know, you get positive feedback...
And that is usually handed over to you. (007OE) 
Hard work and a good work ethic and honesty and taking responsibility and 
looking for the hospital's best interests. (009OE) 
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These comments further illustrate the influence internal line management 
communication has on operational employees’ beliefs regarding role clarity as part of 
their psychological contract. Formal job instruction demonstrates a positive link to 
employees’ role clarity. Operational employees stated that they were aware of what the 
organisation expected from them within their job role. By having clear expectations 
about their responsibilities both line managers and operational employees were able to 
receive clear and constructive feedback through formal communication channels. 
Line managers were able to have formal face-to-face meetings with their work unit staff 
to communicate “formal feedback in terms of data or procedural/policy changes” 
(010LM).  Formal communication used by line managers to provide information, 
instruction and feedback to operational employees can promote open communication 
within work units: 
When there's room for improvement, they are willing to listen and I don't have 
any fears approaching them about it.  It is just open. (007OE) 
In this case, the openness between line manager and their employees highlighted the 
mutual belief that formal communication was able to be used as a communication 
process that fulfilled a mutual belief for open communication between the two 
participants. In this case the mutual belief falls under the socio-emotional and the 
transactional currencies as the fulfilment of role clarity is identified as a transactional 
expectation. Furthermore, the relational content of having open relationships between 
line managers and their employees shows the fulfilment of open communications 
between participants. This provides an important contribution to this research as it 
shows the value in formal communication processes in influencing psychological 
contract relational currencies. 
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Informal communication 
Informal communication does not have a set structure and is concerned with 
communicating messages that are more casual in nature.  Informal communication 
involved line managers keeping up-to-date with their work unit’s activity, building 
relationships with and providing support to work unit staff. More specifically, informal 
communication included the exchange of personal, non-work related information which 
strengthened relationships between line managers and operational employees: 
We might talk about the kids or the dogs, so it becomes very much a friendship 
rather than a management role.  I think that — if you can have that in a 
management role, that is the best relationship you can have.  (013LM).  
Within work units line managers perceived their role as extending beyond leadership to 
include building a relationship with each team member. This process of communication 
is perceived by line managers as creating a supportive environment: 
Our priority has to be the patients.  But our next priority is each other, which is 
an interesting thing at [Health Co.]. (001LM)   
Informal communication was deemed by line managers to be an effective way to 
provide positive feedback and praise: 
Sometimes it's informal feedback.  I might get a letter from a relative praising 
the staff for care of a relative.  So I would photocopy that letter; put it into the 
office; put the information into [Risk Management Software] in terms of 
compliments.  We keep a record of that.  I would also have an informal meeting 
with the staff to give them that feedback. (010LM) 
This discussion highlights the use of informal communication in giving feedback to 
staff. Managers were aware of the different communication channels and were 
confident in identifying the most appropriate level of formality with which to 
communicate to staff. 
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Informal communication was found to have the same impact on psychological contracts 
as the previous theme of access to staff. Operational employees who had consistent 
access to their line managers also expected to feel supported by their line managers in 
their work environment: 
Getting to know your colleagues, what other people do… you get a good feeling 
about people; it always makes you feel more positive about the place and what's 
happening. (003LM) 
In relation to psychological contracts, this finding suggests that informal 
communication strongly influences employees’ socio-emotional currency of support. 
Internal stakeholders fulfil their relational contracts through informal discussions within 
work units. Therefore it can be argued that informal communication amongst line 
managers and operational employees influences socio-emotional psychological 
contracts. 
Summary 
In summary, communication formality possesses a number of prominent themes that are 
relevant to answering RQ1, including: 
 A mixture of formal and informal communication was used within all work
units.
 Messages that were presented in a formal way often strengthened employee’s
role clarity as the nature of the message was structured and prepared.
 Informal communication was found to be an invaluable tool for promoting
teamwork and commitment to the organisation.
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4.3.5 Communication paths 
 Communication paths refer to the direction of communication between the line 
manager and the operational employee.  Internal line management communication 
involves both one-way and two-way communication between line managers and 
operational employees in their work units. Two-way communication was a major theme 
identified in the communication paths within teams. 
Two-way communication 
Two-way communication was initiated by line managers and reciprocated by 
operational employees. It was shown to influence employees’ psychological contracts 
in a number of ways, including building trust and respect within work units: 
It is no longer this draconian, "You will do this."  It's got to be more, "Hey, I 
have got this idea.  Will this work for you guys?  Does it work?  Can we trial it? 
If it doesn't work, we will have another chat on email and see how we can 
improve it. (001LM) 
Line managers were aware of the importance of listening to and, where appropriate, 
acting upon operational employees’ suggestions and also respecting operational 
employees’ beliefs: 
 So that hierarchy thing.  I know it has to be there, but if everybody 
communicates well, there's no need for anybody to feel less than what they 
should. (001LM)  
Two-way communication enabled operational employees to express their opinions and 
experience a more trusting and respectful relationship within the work unit: 
People might have some brilliant ideas about something that we are doing in the 
kitchen that would work much better and I am open to suggestions all the time 
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because I think you really have to because your staff [sic] makes you — you are 
only as good as your staff.  I always say that.  It's so true. (013LM)  
I will wait until I have it virtually three quarters written and then I will say, 
"Have you got any ideas on a new menu?", and then they have got an idea, "Oh, 
new menu is coming".  I say, "This is what I have got ready to go.  Do you want 
to add anything that you think that works?”  (008LM) 
Line managers were aware of the valuable contribution operational employees made to 
work units and believed two-way communication contributed to a supportive work 
environment. 
Performance management was another area that involved two-way communication 
between line managers and operational employees. Performance management meetings 
were usually conducted on a one-on-one basis and were formal in nature. The purpose 
of performance management meetings was usually to address incidents within the work 
place: 
I would probably, on a weekly basis call a staff member in from a shift, either 
early or late, to discuss with them a performance issue and I would minute that. 
If I felt that it was something that was quite serious, I would offer the staff 
member, for them to bring a support person; and I might have a person with me 
as well.  Sometimes we attend union meetings, depending on what the issue is. 
(010LM) 
Within performance management meetings a number of communication processes were 
integrated, including the consideration of channels, adequacy and formality. For 
example, timing was identified as a key consideration in performance management as 
illustrated within the following except: 
… if I had to performance manage someone who was coming on a late shift, I
am very conscious of not giving them negative feedback at the start of the shift 
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because they could then carry that into the shift and that could then impact on 
their interaction with the patient.  (010LM) 
As performance management communication was identified as one-way, support was a 
key concern while giving operational employees formal feedback: 
If anybody's had an issue the day before, I will go down and say, "Hey, is that 
resolved or do we need to escalate it?"  I find that that works well, rather than 
picking up the phone and - because I don't think they feel supported enough 
unless I go face-to-face. (001LM) 
Line managers’ perceptions about leadership and managing their teams reflected their 
belief that the expectation was that they were in control of the output of their work 
units: 
I think [Health Co.] expects that I stay in control; performance manage staff and 
address difficult staff issues in a timely manner; but in a way that delivers it in a 
respectful way to the staff member; not shy away from confrontation which is 
easy to do, sometimes. (010LM) 
…to make sure that everyone's doing their job properly and everything runs
smoothly and don't have any mistakes that could impact what we - anything for 
the hospital. (012LM) 
To manage the staff and the department effectively and efficiently.  Make sure we 
stay on our budgeted track, and our customer service reports remain high. 
(008LM) 
Two-way communication was found to directly link to work unit stability: 
So best to keep your ear in the loop before it gets out of control, sometimes. 
(010LM) 
In summary, the paths in internal line management communication were primarily two-
way in nature. Line managers were aware of how to give and receive feedback from 
staff in a way that was supportive and helped build trust within teams. Two-way 
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communication enables line managers to listen to operational employees’ opinions and 
value the diversity of work units. Two-way communication linked with the 
psychological contract relational currency of trust and support in work units. The 
following section summarises the findings for the communication paths theme. 
Vertical one-way communication 
The first communication path that was identified in the data was vertical (one-way) 
communication. Vertical communication identified line managers’ job instruction 
communication with operational employees as being downwards. Vertical one-way 
communication was used to give job instructions to the whole work unit as well as one-
on-one performance management of operational employees. This type of 
communication often involved pre-planning of messages by the line manager prior to 
communicating with staff. An example of one-way communication between line 
managers and operational employees was informing work units about policy changes, 
such as health and safety. Figure 4.4 shows an example of a one-way communication 
path from a line manager to operational employees about policy changes: 
Chapter 4 Findings 115 
Source: Document 3, Document 12 
Figure 4.4 examples of one-way communication 
The example in Figure 4.4 demonstrates the value of one-way communication when 
distributing information to operational employees. The value of distributing one-way 
communication was identified as the control that this path has for presenting 
information to operational employees clearly and consistently amongst work units. 
In summary, one-way communication was found to be an important tool for distributing 
information to operational employees in work units. It was primarily used by line 
managers to keep work units running efficiently. One-way communication, from line 
management to operational employees, fulfilled line managers’ expectations of being in 
control of their work units. 
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Summary 
The communication paths identified in internal line management communication were: 
two-way and vertical (one-way).  Two major themes about communication paths 
emerged from the data: 
 Participants indicated that one-way vertical communication was used within
work units and influenced employees’ perceptions of their role clarity. 
 Two-way communication between line managers and operational employees
in their work unit was found to facilitate teamwork in work units and build 
trust. 
4.3.6 Summary of internal line management communication   
Knowing that managers supported staff they supervised inside their role as well as 
outside their role was shown to increase employees’ commitment to their jobs. Overall, 
internal line management communication influenced internal stakeholders’ short-term 
economic psychological contracts and in-role beliefs through the provision of clear and 
concise communication amongst teams.  Table 4.1 summarises the key findings on the 
impact of internal line management communication on psychological contract 
currencies. 
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Table 4.1 Major Themes of internal line management communication 
Major themes of internal line management communication  
Communication 
process type 
Internal communication themes Psychological contract content 
Psychological 
contract currency 
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Communication 
adequacy 
Access, volume and availability, 
relevancy 
Available contact, role clarity, 
support, safety 
Communication 
channel 
Printed communcaiton, 
electronic communication, 
verbal communication 
Job autonomy, support, job 
instruction, physical safety 
Communication 
formality 
Formal, informal Role clarity, support, 
recognition, contribution to 
work environment, 
commitment 
Communication 
paths 
Two-way vertical, one-way 
vertical 
Teamwork, trust,  
Overall, this study found that internal line management communication was able to be 
used as a platform for influencing the economic and socio-emotional beliefs between 
line managers and operational employees. The communication processes of adequacy, 
channel and formality facilitated the distribution of internal communication messages 
within work units to fulfil beliefs of available contact, role clarity and safety amongst 
work units between line managers and operational employees. Furthermore, 
communication channel, formality and paths facilitated the exchange of socio-
emotional beliefs, such as job autonomy, support, recognition and contribution to work 
environment. The following section explores RQ2 — the dimension of internal peer 
communication. 
4.4 RQ2: Does internal peer communication influence the 
psychological contract currencies? If so, how? 
The following section details the major themes identified in the interview and document 
analysis phase to address RQ2. Internal peer communication is communication between 
Chapter 4 Findings 118 
internal stakeholders at the same level in the organisational hierarchy and describes 
both team- and project-related activities that occur at all levels of the organisation, 
including operational, line management and strategic management.  The following 
section details the findings of internal peer communication as shown in Figure 4.5 
Figure 4.5 Organisation of internal peer communication and psychological contract section 
The major psychological contract themes expressed in work unit environments related 
to the economic and socio-emotional psychological contract currencies. The following 
section presents the findings on the four internal peer communication processes 
(adequacy, channels, formality and paths) and the psychological contract. 
4.4.1  Conceptualisations of internal peer communication  
Internal peer communication was found to occur at all levels of the organisational 
hierarchy, including operational employee to operational employee, line manager to line 
manager and strategic manager to strategic manager. However, in this study, the focus 
on peer communication was primarily between operational employees. At this level 
peer communication was team-based, as participants identified their focus as working 
with others in the same work unit: 
It's just down to how well you know your colleagues and how well you trust your 
colleagues. (003LM) 
If I don't know a particular way to go, if I am talking to a particular patient and 
I'm not sure where to go with it, she's the one that I will go to. (007OE)  
Internal peer communication 
• Communication adequacy and psychological contract
• Communication channels and psychological contract
• Communication formality and psychological contract
• Communication paths and psychological contract
Chapter 4 Findings 119 
At the line management level the focus on peer communication was context-based and 
not organised by team- or project-related demands. The relationships between line 
managers were identified in the peer communication analysis. The functions of this 
communication involved coordinating the goals of work units to achieve a positive 
work environment: 
… at least I can relate where my department is heading, what we are achieving,
and I can hear the same from their department.  So it's very important to have 
those peers in the hospital. (008LM) 
Strategic peer communication was primarily project-related, focusing on policy 
development, strategic planning and coordinating corporate activities: 
We know that we don't have to live with each other but we all know that we are 
all working to make [Health Co.] the best hospital in the area and to be a place 
where people say that, "Well, [Health Co.], you know, send your clients there 
because you will really get good treatment there.”  (014SM) 
In summary, peer communication occurred across different work units and at different 
levels of the organisational hierarchy. The following section discusses the findings of 
communication adequacy in internal peer communication. 
4.4.2 Communication adequacy  
From an internal peer communication perspective communication adequacy referred to 
how internal stakeholders made decisions about the clarity, frequency and scope of 
information to share with other peers. Several themes emerged from the data 
concerning communication adequacy amongst peers.  Most prevalent were participants’ 
expectations of clarity, frequency and scope of communication in exchange for trust 
and teamwork in work units. From a line-manager perspective peer communication 
adequacy is particularly relevant as this stakeholder group does not often work in the 
same work unit, but rather work in project-based teams. 
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Line managers’ internal peer communication was generally concerned with 
coordinating the operational running of the organisation: 
There is a lot of positive links between the different disciplines here. (010LM) 
So if there's things that the cleaners might see, that the room is a pig-sty for 
example, or tripping hazards or someone that's not supposed to be there, 
whatever it might be - it's important that my staff and I have a good relationship 
[With other departments] because I get all the information and I have to 
disperse it to somebody, you know. (008LM)  
The frequency and relevancy of communication amongst internal line managers 
supported the psychological contract’s socio-emotional currency because it emphasised 
the value and importance of interdepartmental relationships.  Adequacy also related to 
collaboration between colleagues: 
It's a collaboration because I can't do it on my own. (014SM) 
You find out how each other ticks, basically, and you figure out how to work 
with each other and it goes from there. (007OE) 
In terms of the psychological contact, communication between colleagues fulfilled their 
expectations of feeling appreciated at work: 
Again, that communication is vital to ensure that people feel appreciated. 
(001LM) 
The frequency and relevancy of communication is also shared within electronic 
communication, where peers often collaborated on building policies and procedures 
amongst different specialty areas, as Figure 4.6 shows. 
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Source: Document 60, Document 76
Figure 4.6 Email and policy document 
Figure 4.6 details a collaborative project between line managers which demonstrates 
line managers’ input into company policies. The adequacy of communication amongst 
peers was generally more implicit compared to line management and corporate 
communication. As a result, participants at all levels of the organisation were generally 
less aware of the level of communication happening within their peer groups. However, 
through working in groups there was some indication from participants that adequacy 
involved teamwork and knowing colleagues’ communication with regard to the amount 
of information that was needed. The following section explores the findings of 
communication channels amongst peers. 
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4.4.3  Communication channels 
Internal stakeholders have a range of communication channels through which to 
communicate with peers. Participants sent key internal messages to their peers using a 
range of media methods, such as printed and electronic communication. In many 
instances participants identified the importance of using verbal channels of 
communication, as discussed in the following section. 
Verbal communication 
The first communication channel identified within internal peer communication was 
verbal communication. Verbal communication amongst peers occurred at all levels of 
the organisational hierarchy. Participants indicated that they expected to have positive 
working relationships with peers, which contributed overall to a positive, supportive 
work environment at Health Co. When asked about their expectations with their peers a 
number of participants spoke about these relationships: 
Well, good, really.  We do get on…Like I say, it's like a chain; work goes round 
and - yeah, no, we get on pretty well. (005OE) 
I get along with most of them.  Like, some of them are quirky.  I am probably 
quirky, but it's fine.  They are very respectful.  So if you give respect, you get it in 
return; it's as simple as that. (007OE) 
I have a very positive relationship with other area manager[s].  We 
communicate very well and I think we balance each other very well. (010LM) 
Good…generally I try and get on with everyone.  It makes life a lot nicer. 
(001SM) 
Within psychological contract theory a positive work environment is classified under 
the socio-emotional currency, as it is a long-term and open-ended exchange. Internal 
stakeholders at Health Co. commented on the work environment, classifying the nature 
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of the working relationships as “respectful”, “supportive” “professional” and “open” 
these working relationships have shown to be strengthened by the communication 
between line managers and operational employees’. 
Face-to-face communication played an integral role in building positive work 
environments within work units: 
… getting to know your colleagues … knowing that they are approachable and
you can see how well they in turn communicate, you get a good feeling about 
people; it always makes you feel more positive about the place and what's 
happening. (003LM) 
Occasionally we might have a sit-down meeting, when we have got to get a bit 
serious, "Do this, this/that". (006OE) 
So right now they will be doing handovers.  What's happened today will be 
handed over to them for this afternoon.  They have got a handover sheet and 
they will write that down. (007OE) 
Verbal communication allows for the working relationships of peers to develop in an 
environment that predominantly involves working together on projects and tasks. 
Additionally, face-to-face communication was reported to support accurate 
communication of information, which in turn improved the psychological contract 
content of clarity of role requirements: 
…personal communication with people is the best way to ensure information
gets through; it is a one-to-one basis. (015SM) 
This comment demonstrates the way teams communicated verbally to improve the 
clarity of role requirements. Clarity of role requirements is closely linked to 
transactional currency’s expectation to have clearly defined terms within job roles. With 
communication amongst peers, verbal communication was shown to influence all 
participant groups’ perceived beliefs about role clarity. 
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Electronic communication 
The second theme that was identified in internal peer communication was electronic 
communication. Electronic communication was primarily used for peer communication 
at a strategic management level. Peer-to-peer recognition also emerged as a theme in 
the data and electronic communication was used in the organisation as a platform for 
recognising the achievements of peers. The organisation delivered the “Love Your 
Work” peer-to-peer recognition program, which allowed staff to recognise the efforts of 
their peers throughout the hospital. The initiative is primarily managed through the 
organisation’s intranet and distributed through emails by line managers. Figure 4.7 
illustrates the “Love Your Work” campaign. 
Source: Document 80
Figure 4.7 “Love Your Work” Initiative 
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This excerpt shows the results for the “Love Your Work” initiative for 2014. Whilst 
line managers were responsible for promoting the “Love Your Work” program, the tool 
was primarily directed at operational employees. As Figure 4.7 states: 
Hundreds of you were identified by your peers (either individually or as part of a 
team) for going above and beyond. (Excerpt from corporate update November 
2014) 
Programs, such as the “Love Your Work” initiative provided an opportunity for internal 
stakeholders at all levels to recognise the value of their peers  fulfilled by the 
communication processes used to create awareness for this cause. 
These types of initiatives influenced psychological contract currencies by fulfilling 
employees’ expectations for organisational recognition.  Figure 4.8 provides further 
evidence of the “Love Your Work” campaign promoting submissions by all staff at 
Health Co. 
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Source: Document 58
Figure 4.8 Example of “Love Your Work” initiative 
From the results of the 2013 “Love Your Work” campaign, a participant received a 
“Love Your Work” award. The award was published in the corporate newsletter using 
the following text: 
Assisting Hospital Management in various fill-in roles — relieved in consulting 
suites at short notice and assisting new staff. She also set up offices at short 
notice, as well as continuing in her own role. (Corporate Newsletter, July 2013) 
Recognising peers through internal communication contributed to fulfilling the 
psychological contract’s socio-emotional currency. Participants stated that they 
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expected to be supported by colleagues (003LM, 001LM) and the “Love Your Work” 
initiative demonstrated support through a peer-to-peer recognition program. Operational 
employees have the opportunity to communicate their support of colleagues through the 
peer-to-peer recognition program. Figure 4.8 states that the “Love Your Work” 
campaign is an opportunity to appreciate those who are engaged in the organisation’s 
mission and values; the “Love Your Work” campaign therefore promotes the exchange 
of beliefs from the organisation about contributing to the organisation’s mission. 
Printed communication 
Printed communication amongst peer groups was not significantly utilised within the 
organisation. Participants 005OE and 009OE mentioned that their primary 
communication channels were emails and telephone: 
…Not really, too much.  So it would be by email or ring, by phone.  It is not a
thing that I would need to go and discuss with them, personally, unless it was a 
really big problem, but we don't seem to have that much of a problem so far.  
(005OE) 
Peers as in work colleagues… Email, telephone. (009OE) 
The above statements reinforce that printed communication amongst operational 
employees was not the primary communication method. One of the reasons for the 
limited use of printed communication was the close proximity of colleagues. 
Summary 
In summary, communication channels were shown to influence all three psychological 
contract currencies:  
 Verbal and electronic communication were seen to be the most preferred
communication channels amongst operational employees. The operational
employee internal stakeholder group preferred verbal communication when
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communicating in teams, which resulted in a positive impact on the clarity of 
role requirements and team work influencing the economic and socio-
emotional currencies.  
 It was also noted that electronic communication could be used as a tool for
peer-to-peer recognition amongst all internal stakeholder groups improving
the socio-emotional currency between peer groups.
 Verbal and electronic channels in internal peer communication were found to
influence employees’ socio-emotional psychological contracts. Providing a 
platform via electronic channels for operational employees to recognise the 
dedication of others was shown to build positive work environments. 
The following section details the impact that communication formality has on the 
psychological contract. 
4.4.4 Communication formality 
Formal and informal communication was found in internal peer communication 
amongst internal stakeholders at the same level of the organisational hierarchy. 
Formal communication 
Formal communication was evident in peer communication in the contexts of job 
performance, task completion, engagement surrounding the topic of patients’ care and 
operationally communicating the strategic direction of the organisation. In peer 
communication at line and strategic management levels, more formal processes were 
adopted as the discussions were often documented through management meetings or 
emails. Formal meetings occurred at Health Co. on a monthly basis for all line 
managers to report on the operations of their work units and to share their views with 
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other line managers. In this case the formal nature of the communication allowed for a 
shared vision of the organisation to be communicated amongst peers: 
We all want [Health Co.] to be a safe and happy environment. (001LM) 
Two major psychological contract themes were supported by formal communication 
amongst peers at higher levels of the organisation: line managers and strategic 
managers. The themes were: a positive contribution to the organisation’s mission and 
agreement to build a positive work environment. This is significant because it supports 
the expectation of these internal stakeholder groups to fulfil the organisations mission 
and build positive work environments amongst teams. 
Additionally, formal communication also occurred between operational employees at 
hand-over between shifts: 
You know, fairly formal sort of meeting situation; the night shift will go through 
all the patients and hand over the issues of the evening about the patients... the 
handovers are quite formal. (003LM)   
The average handover probably takes about 30 minutes with 12 patients.  So 
that's quite intense, really.  And that's even with us knowing what we know. 
(007OE) 
The role of formal communication was shown to contribute to gaining clarity between 
peers about a shared vision of furthering professional development through education in 
the work environment and about services offered in working towards a common goal: 
Originally it was going to be psychology but then I realised that everyone 
basically did psychology.  So I did nursing.  I am currently doing my masters. 
(007OE) 
I suppose keeping up-to-date with the education.  (003LM) 
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In the case of operational employees formal peer communication often occurred in face-
to-face discussions when performing role requirements. Formal communication 
occurred through a range of verbal communication channels, including meetings, team 
briefings, one-on-one mentoring and mentoring in work units. Operational employees 
stated that formal communication amongst peers assisted in improving the outcomes of 
their work unit. Participants at lower levels in the organisation also identified that 
weekly work unit meetings to discuss potential issues contributed to the effective 
functioning of their work environment. 
Informal communication 
Informal communication occurred within team, operational and project-related 
situations. At each level of the organisation, social, support and non-work 
communication occurred frequently. It was in these contexts that internal peer 
communication was found to have the most influence on psychological contracts. A 
number of socio-emotional currency exchanges were attributed to the informal 
processes of internal peer communication, including working towards a common goal, 
support and teamwork. Participants were aware of the importance of informal 
communication amongst peers, indicating that it influenced support, teamwork and 
respect from colleagues: 
That is not even necessarily always about work and very formal.  Over a period 
of time, you get to know someone and that is through communication.  You 
know, it is the main thing in that relationship. (003LM) 
It doesn't necessarily have to be - in fact, it's probably better at times, where it 
doesn't have to be so formal. (003LM) 
…we talk a lot about what's going on in our lives, you know, and tell stupid
jokes. (016OE) 
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The relational content of the psychological contract involves implicit beliefs about the 
long-term promises of the organisation (Thompson & Bunderson, 2003). The most 
prominent of these beliefs concerned the nature of relationships amongst colleagues: 
… you have to feel supportive and supported by colleagues and that's key for
everything you do. (003LM) 
I am in a supportive environment. (007OE) 
Informal communication was identified as building positive relationships amongst 
colleagues (peers) and improving the overall hospital working environment. This study 
found that internal stakeholders’ perceptions of their role obligations were sometimes 
formed by the relationships they had with their peers. Participants expected a supportive 
work environment and to feel that they were valued members of the team. Informal 
communication was found to fulfil these expectations because of its less structured and 
two-way nature. Examples of informal communication amongst peers are personal 
cards, lunch room discussions and social outings. 
Informal communication amongst peers was shown to fulfil the psychological 
contract’s socio-emotional expectations of teamwork and nurturing relationships 
amongst colleagues. Participants identified the long-standing relationship they had with 
the hospital as being very important and reported that the hospital has a family feel to it: 
So I think that teamwork atmosphere at [Health Co.]  is extraordinary. (001LM) 
We are like one big happy family. (016OE) 
On the whole, it's got a very family-like environment. (010LM) 
Summary 
In summary, this section demonstrated how communication formality in this case 
demonstrates an influence between internal stakeholders’ psychological contract’s 
socio-emotional and ideological currencies: 
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 Formal communication influenced employees’ expectations of professional
development and education, as well as clarity of job role.
 Informal communication was shown to influence participants’ expectations
about team work and their contribution to a positive work environment.
The following section details the findings for internal peer communication paths. 
4.4.5 Communication paths 
Internal peer communication is characterised as horizontal both in communication 
direction and as it exists in the structure of the organisational hierarchy. 
Communication paths were predominantly horizontal two-way and, overall, were found 
to influence the psychological contract’s socio-emotional and ideological currencies. 
Horizontal one-way communication 
Communication paths were shown to influence internal stakeholders’ relational 
psychological contract currency.  One-way communication paths were found to 
influence internal stakeholders’ expectations surrounding the long-term, open-ended 
beliefs that were primarily socio-emotional in nature. The first psychological contract 
theme that was evident in communication paths was trust: 
That trust has got to be — you have got to build that trust. (001LM) 
It's just down to how well you know your colleagues and how well you trust your 
colleagues. (003LM) 
These examples demonstrate the one-way horizontal communication outcomes of trust 
and support amongst peer groups. This was evident at all levels of the organisational 
hierarchy as it fulfilled participants’ expectations of trust in their work environments. 
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Horizontal two-way communication 
The second communication path identified within the data was horizontal two-way 
communication. Two-way paths were evident at all levels of the organisational 
hierarchy, allowing participants to communicate in a bi-directional way with their 
colleagues: 
Everyone, even the other managers, if you have a problem, you can go to them 
and they will help you sort it out.  So I think there's a lot of help available. 
(012LM) 
… we are more like a partnership. (004SM)
 We usually just try to usually take on board everyone's opinion; everyone has 
got different experiences and bring different things to it. (003LM) 
These three excerpts demonstrate the socio-emotional value two-way communication 
has in teams and project groups. It is interesting to note the value that internal 
stakeholders placed on peer relationships and how relationship success relies on two-
way, open communication: 
We are like a big family. (016OE) 
… it's got a very family-like environment. (010LM)
Trust can be also fulfilled through the reciprocal nature of two-way communication. In 
this case trust is indicated by participants identifying a family feel to the organisation’s 
work environment. This trust can be partially attributed to the two-way nature of peer 
communication. Although trust was fulfilled in one-way communication, the mutual 
beliefs of trust if further strengthen in the two way exchange of these beliefs. Trust was 
closely linked to internal stakeholders’ socio-emotional currency as they expected a 
demonstration of trust from other employees in interpersonal communication 
exchanges. Trust between peers was recognised as paramount to project teams: 
So I feel like I am being heard; I feel valued.  If I didn't feel valued, I would have 
been gone in an instant, I think.  I wouldn't stay here if I wasn't valued. (014)  
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The whole organisation is bound by this focus on relationships.  It is quite 
amazing. (017SM) 
As a whole, the peer-to-peer communication internal stakeholders had with each other 
influenced their psychological contracts. The degree of influence depended on the 
nature of the communication path used and the amount of mutual respect and support 
between staff in work units: 
You have to feel comfortable with your colleagues; you have to feel supportive 
and supported by colleagues and that's key for everything you do. (003LM) 
There isn't a relationship unless you are communicating.  That is not even 
necessarily always about work and very formal.  Over a period of time, you get 
to know someone and that is through communication.  You know, it is the main 
thing in that relationship. (003LM) 
Summary 
In summary, internal peer communication occurred horizontally within the 
organisation. Paths of one-way and two-way communication were identified within the 
data, highlighting the development of recognition, trust, teamwork and support amongst 
peer groups: 
 One way communication paths provided an opportunity to influence the
socio-emotional currency through creating trust and support amongst peers 
 Trust was also influenced by the reciprocal nature of two-way
communication amongst peers. 
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4.4.6 Summary of internal peer communication and psychological 
contract  
Table 4.2 illustrates the key themes identified in the data analysis for RQ2: Does 
internal peer communication influence the psychological contract currencies? If so, 
how? 
Table 4.2 Summary of internal peer communication and psychological contract themes 
Summary of internal peer communication and psychological contract themes 
Psychological contract content 
Psychological contract 
currency 
Internal communication 
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Clarity of role requirements Adequacy, Verbal channel 
Stable employment Adequacy 
Company-specific training Electronic communication, Adequacy 
Achievement Electronic communication 
Recognition and feeling 
appreciated 
Adequacy, Electronic communication, 
Two-way communication 
Contribution to mission 
Electronic channel, Formal 
communication 
Building a positive work 
environment 
Verbal channel, Electronic 
communication, Formal communication 
Trust 
Verbal channel, One-way 
communication  
Teamwork Adequacy, Electronic communication 
Support 
Verbal channel, Informal 
communication,  Electronic 
communication, Two-way 
communication 
Working to a common goal 
Formal communication, Informal 
communication 
The psychological contract currency types allowed peer communication to be used as a 
tool for clarifying defined role requirements amongst colleagues. The socio-emotional 
currency was also influenced by internal peer communication as colleagues were able to 
share mutual beliefs in exchange for their willingness to obtain company-specific 
training, acknowledgement, and recognition of achievements, trust, teamwork and 
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support.  Internal peer communication also influenced employees’ ideology-infused 
expectations about contributing to the organisation’s mission and working towards a 
common goal through the exchange of peer-to-peer communication. The following 
section presents the findings for RQ3: Does internal corporate communication influence 
the psychological contract currencies? If so, how? 
4.5 RQ3: Does internal corporate communication influence the 
psychological contract currencies? If so, how? 
The following section details the major themes identified in the interview and document 
analysis to address RQ3. Similar to previous sections, the findings are structured around 
the four processes of communication — adequacy, channel, formality and path — and 
their impact on the psychological contract as shown in Figure 4.9. 
Figure 4.9 Structure of section to address RQ3 
Before reporting the key findings of this section an overview of internal corporate 
communication will be provided. 
4.5.1 Description of internal corporate communication  
Internal corporate communication is defined as “communication between an 
organisation’s manager and its internal stakeholders, designed to promote commitment 
to the organisation, a sense of belonging to it, awareness of its changing environments 
and understanding of its evolving aims” (Welch & Jackson, 2007 p. 186). The two 
Internal corporate communication 
• Communication adequacy and psychological contract
• Communication channels and psychological contract
• Communication formality and psychological contract
• Communication paths and psychological contract
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stakeholder groups primarily involved in internal corporate communication represent 
the highest and lowest levels within the organisational hierarchy. Due to the large 
number of stakeholders in the organisation communication was predominantly one-
way. 
4.5.2 Communication adequacy  
Communication adequacy in internal corporate communication is the process whereby 
strategic managers disseminate the right amount and type of information to operational 
employees. In this case, communication adequacy involved balancing clarity, frequency 
and scope of information to achieve proper engagement of operational employees 
without overloading them with irrelevant information. 
Managers carefully considered how to best to disseminate information to operational 
employees. Strategic managers’ goals were to communicate information consistently, 
transparently and clearly. Communication adequacy is a key first step in the internal 
corporate communication process as it occurs when decisions about message content, 
frequency and relevancy are being made. Clarity, frequency and scope of 
communication adequacy emerged as key themes from the data. 
Clarity of communication 
Clarity of communication required consistency of messages across multiple channels 
and paths. Delivering clear communication messages across a range of communication 
channels allowed operational employees to receive reliable and consistent information, 
improving the clarity of role requirements and extending their understanding of the 
organisation’s values.  Strategic managers demonstrated their decision-making process 
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about clearly communicating messages to operational employees, as seen in the 
following excerpts: 
If it's the right decision [about what to communicate], you have to be confident 
that it is the right decision, otherwise you shouldn't make the decision; because 
it may - a wrong decision would have impacts for them. (015SM)  
… so we have got some more formal consistent communications going through
to staff. (017SM) 
A strong theme of clarity in decision-making by strategic managers was found across 
the data, and the use of formal, ‘consistent’ communication was shown to be an 
important tool for communicating with operational employees. 
The second key finding that emerged from the data in relation to clarity of 
communication was ongoing research by strategic managers to ensure that messages 
were up-to-date and reliable: 
…Research.  I am forever on the net researching and through your search
engines, looking for information on the best practice out there, so I have got my 
feelers out to a lot of education places. (014SM) 
I look at what legislation is.  I look at what the standards are and what we have 
to do to meet those. (002SM)  
Strategic managers were able to ensure that communication distributed to operational 
employees was accurate, relevant and abreast of current standards of practice by 
proactively researching and retrieving evidence from outside sources, such as 
government policies, new research and expert panels. In order to meet staff information 
needs messages were found to be consistent through multiple channels of 
communication, such as access to virtual platforms, preferences for printed 
communication and time restraints. 
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Recognition was found to be an important expectation for operational employees’ 
psychological contracts, and this was achieved through the clarity of communication 
distributed by strategic managers. Results from Health Co.’s Organisation Wide-Survey 
(OWS) identified the need to improve communication from senior management and to 
improve recognition at all levels of the organisation. An example of these results is 
featured in Figure 4.10. 
Source: Document 23
Figure 4.10 Example of clarity of communication being implemented in internal corporate 
communication 
Strategic managers were able to meet operational employees’ expectations by 
delivering clear, relevant and transparent information about support and recognition to 
operational employees. The clarity of communication influenced psychological contract 
expectations as strategic managers were expected to communicate effectively with all 
levels of the organisation: 
Make sure they [the organisation] don't forget what we [operational employees] 
do.  That's really important to me, hey.  We work hard for them and we expect 
them to acknowledge it. (016OE) 
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How you understand what's happening at the coalface and what your framework 
is for being able to relay information, understand the status of things, know at 
any one time what's a high priority, what's going on; understanding formal 
means to be able to influence. (017SM) 
The themes identified in the previous two comments align with the chosen definition of 
internal communication, specifically the purpose of promoting a sense of belonging to 
an organisation. By delivering clear, relevant and transparent information about support 
and recognition to operational employees such as the love your work campaign allows 
for operational employees’ expectations of acknowledgement from strategic managers 
to be fulfilled. 
The next contribution to communication adequacy was the consideration of frequency 
of communication. 
Frequency of communication 
Frequency of communication involves strategic managers’ decisions regarding how 
often messages should be distributed. This theme also included the best times to 
communicate. Frequency of communication refers to the timing of communication 
distribution and the amount of communication strategic managers distribute to 
operational employees. As Appendix 2 shows, regular corporate communication was 
delivered to operational employees on a range of topics, including: procedural; clinical; 
event information; and education, social and philanthropic events. Table 4.3 
summarises the frequency of corporate communication distributed by strategic 
managers at the time of data collection. 
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Table 4.3 Frequency of corporate communication (expanded in Appendix 2) 
Frequency of corporate communication (expanded in Appendix 2) 
Type of communication Frequency 
Organisation newsletters Quarterly 
Corporate newsletters Monthly 
Education calendar Monthly 
Internal memos Unscheduled (generally twice a week) 
Organisation emails Unscheduled (generally weekly) 
Staff forums  Monthly 
Policy and procedure updates Weekly 
Education drop-in sessions Weekly 
Source: Developed for this study 
Information about frequency of communication was derived from feedback from 
participants and the physical evidence collected from the organisation. From the 
document analysis a greater understanding of the internal communication channels was 
garnered, along with evidence of strategic managers’ strategies for communicating. A 
range of planned corporate communication processes occurred with structured 
frequency. Communication, such as newsletters, staff forums and education sessions 
occurred on a monthly basis as illustrated in Table 4.3. 
Decisions about the frequency of communication were also closely linked to 
operational employees’ feedback. Strategic managers identified a range of tools used to 
judge how the communication message was being implemented by operational 
employees: 
…you have just got to find what the most important thing is and communicate
that; otherwise staff get bombarded with too much stuff and they might not read 
or do any of it.  I think you have got to simplify it; make it easy for them to do. 
(006OE) 
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Results from the organisation wide survey demonstrated that the frequency of 
communication between strategic managers and employees needed to be increased.  As 
a result strategic managers increased the number of newsletters distributed, as seen in 
Figure 4.11. 
 Source: Document 23
Figure 4.11 Excerpt from newsletter of results of the organisation-wide survey 
In response to the organisation wide survey, operational employees identified how 
much information they preferred to receive from their organisation: 
…there is the staff forum where we can ask questions and get info about what's
going on in the hospital. (009OE) 
We also have a newsletter once a month and we have up-to-date things about 
building works or new initiatives, policies, change of procedures, new staff 
members, birthdays; that is [sic] communicated through our newsletter once a 
month. (001LM) 
Having reliable message systems, such as monthly newsletters and forums, exemplified 
strategic managers’ responses to operational employees’ expectations to be constantly 
informed about decisions that assisted them to fulfil their role requirements. Operational 
employees recognised the efforts of strategic managers to keep them up-to-date with 
issues that affected their job, such as new construction work and changes to procedures: 
Generally, that is the key and that happens quite well. (007OE) 
Frequency of communication was found to link to employees’ clarity of role 
requirements. Operational employees reported that frequent communication from 
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strategic managers, including updates to policies and procedures, new education and 
new initiatives that were particularly relevant to their job, increased their clarity of role 
requirements: 
It's quite good.  Usually, if something substantial is happening, you are informed 
and it happens quite quickly.  So I have never seen any issues with it. (007OE) 
[Strategic Manager] just set up with - all this new redevelopment, I think they 
are proposing to build a new building … and [Strategic Manager] started doing 
these hospital forum meetings to update staff on what's going on in the future.  
And that was opened to all staff.  (006OE)   
These two excerpts are examples of operational employees’ responses to how they were 
informed about strategic decisions. The fulfilment of operational employees’ 
expectations for clarity of role requirements was evident through the frequency and 
timing of corporate communication within the organisation. The final theme that was 
identified in the data was the scope of communication. 
Proactive and reactive communication 
Proactive and reactive communication relates to an organisation’s approach to planning 
communication. Proactive communication is the planned and prepared communication 
strategies used when communicating with operational employees: 
That makes them perfectly aware of the scope of the potential problem, so he can 
make a judgment on "is this urgent or do I have to do anything?", or whatever. 
(004SM) 
What it shows is we are proactive.  Like, if someone came in and - like, 
accreditation, for example, I would keep that and put it in a file.  If accreditation 
came up and said, “What do you do about identifying hazards?”, I would say, 
“This is what we do,” and that would give me evidence; it protects the hospital.  
That would be for something like that. (004SM)   
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Proactive communication also ensured communication adequacy amongst staff. 
Strategic managers were found to monitor and revise internal corporate communication 
to suit the current environment of the organisation. An example of this was preparing 
for the annual organisational accreditation. In this case strategic managers were able to 
plan and prepare information for staff ahead of time. Proactive communication was 
preferred by operational employees and highlighted the theme of active management 
techniques amongst operational employees. 
 It was interesting to note that strategic managers also used reactive communication 
strategies. Reactive communication refers to the unplanned and often ad hoc 
communication that happens in response to an issue or incident: 
I am more reactive than proactive in that regard. (011SM) 
Very much on an ad hoc basis. (015SM) 
There's reactive communication.  So if there's anything that's business critical or 
a risk, then I sort of see that as more of a reactive communication. (017SM) 
Reactive communication was identified in circumstances that were strategic in nature 
such as the communication of a policy change being a result of an incident at the 
operational level or as a result of a staff feedback session. Due to the unpredictable 
nature of a lot of the activity within the organisation reactive communication was used 
by strategic managers to prioritise their day-to-day activities and related internal 
communications: 
I have a huge list of things to be done and I have to prioritise what is most 
urgent each day.  So it might be — we might have had some higher category 
incidents and the investigations into that take priority over everything else. 
(002SM) 
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It can be seen by this excerpt that a combination of both reactive and proactive 
communication were used in the internal corporate communication dimension. The use 
of reactive and proactive communication was implemented to meet the current needs of 
operational employees, and respond to critical incidents within the organisation. 
Summary 
From the above discussion it can be seen that communication adequacy in internal 
corporate communication influences the psychological contract content of exchange. 
Three key findings emerged from this theme: 
 The majority of strategic managers identified that communicating to operational
employees should involve consistent and clear communication influencing
employees’ recognition of role requirements of the economic currency.
 Strategic managers responded to operational employees’ preferences for regular
and timely communication, particularly when there was a direct impact on their
job roles also influencing the economic currency.
 Strategic managers implemented a combination of proactive and reactive
communication to ensure that communication met operational employees’
current needs and responded to critical incidents within the organisation.
4.5.3 Communication channels 
There are a range of communication channels that strategic managers can use to send 
messages to operational employees. Strategic managers sent key internal messages to 
all operational employees using controlled media methods, such as printed and 
electronic communication.  These communication channels were primarily controlled 
by strategic managers who managed the clarity, frequency and scope of 
communication. Other channels, such as verbal communication were less utilised by 
strategic managers and were mainly used as a facilitation tool to deliver messages to a 
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specific operational employee group. In many instances strategic managers identified 
the importance of using multiple channels of communication to deliver messages to 
operational employees. In order to analyse internal corporate communication channels 
(printed and electronic) a document analysis was conducted. Appendix 2 outlines the 
documents collected from the organisation, which are referred to throughout the 
following section. 
Use of multiple channels 
As with internal line management communication multiple communication channels 
were used to communicate internally. It was often strategic managers’ preference to 
communicate messages through multiple channels to ensure that a message was 
received by all relevant operational employees. The use of multiple channels was 
primarily found in messages that applied to a majority of operational employees and 
included topics, such as clinical issues, health and safety reports, and new developments 
in the organisation: 
So I would probably use multiple avenues.  I would go to area managers, 
noticeboards/memos, emails; I would use a range to try and get it out there. 
(002SM) 
Strategic managers considered it important to understand operational employees’ 
preferred communication channels. Strategic managers attempted to balance operational 
employees’ communication preferences with the most effective communication 
channel: 
Probably the most effective way and most common way is by an email/memo 
circulation.  But that's usually accompanied by a quick call, to make sure people 
are in receipt of that email because some people are busy (015SM) 
Chapter 4 Findings 147 
Operational employees were aware of the multiple platforms through which they 
received corporate information and credited the range of communication methods with 
the range of staff communication preferences as illustrated in Figure 4.12. 
Source: Document 81, Document 19, Document 41
Figure 4.12 Example of use of multiple channels of communication (email, newsletter and internal 
memo) 
In terms of psychological contract content, the use of multiple channels of 
communication was shown to influence employees’ economic currency. Operational 
employees expected to be kept up-to-date with corporate issues given the broad range 
of channels used to communicate corporate information. Strategic managers had a clear 
understanding of operational employees’ preferences for communicating as illustrated 
in Figure 4.12: 
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I think the most effective:  if it's something that is really high priority, I will 
organise [CEO] a memo for noticeboards to go out on the wards, et cetera.  So I 
would probably use multiple avenues. (002SM) 
So every first Tuesday of the month I will do what's called an ABC psychiatry, so 
that's for a lot of new staff and I will do a topic on "anxiety", next month is on 
"personality disorders ", that sort of stuff. (014) 
Strategic managers’ corporate communication was disseminated through multiple 
platforms to meet the communication preferences of all internal stakeholders. 
Electronic communication 
Electronic communication platforms, such as the intranet and email, were seen by 
strategic managers as useful for sending information to the greatest number of 
employees: 
Of course, [the intranet] is our big communication tool here. (010LM) 
Most things are available on [the intranet] or policy/procedures, educational 
things; if they are wanting to access information about the group as a whole, 
like the [Organisation] Group, that is constantly being updated. (010LM)  
Electronic communication was found to be the preferred method for strategic managers 
to communicate corporate information that required a number of processes. For 
example, the intranet was used to deliver educational material as it was available to all 
staff and provided a data rich platform on which to complete tasks: 
The reason why I do that is because a module gives a PowerPoint; it might give 
a journal article or research article and also a feedback form, such as an 
activity sheet and they just — you know, ten questions just to show that they have 
actually read it, then I can register it up here. (014) 
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Another example of electronic distribution of communication was the education roster. 
The education roster (in Figure 4.13) is available on the intranet and is emailed to all 
staff with a monthly timetable of organised education sessions directed at operational 
employees. 
 Source: Document 26, Document 32, Document 33 
Figure 4.13 Education roster and excerpt from planner 
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The electronic format of the education roster ensured that its message could be 
delivered to all areas of the hospital at any time: 
So I am trying to set up a blog for the journal of the month and then have people 
blog and comment on it.  So then I put the journal article on our blog page and 
then people are able to comment on what they got out of that journal. (014SM) 
…if a safety data sheet changed, they update every five years and two of them
changed, then we will put them on [the intranet] and we would insert them into 
the master copy. (004SM) 
Electronic communication was strategic managers’ most used channel of 
communication when communicating with a large number of employees: 
… probably the most common form of communication would be via email, I'd
say. (006OE) 
One of the main obligation themes evident in the data, which was primarily socio-
emotional in nature, was strategic managers’ obligations to keep up-to-date with 
electronic communication methods: 
…for my education because they had to provide the funding for that because if I
am going to train people, I need to keep my training up as well. (014SM) 
[Communication] causes me, because I'm not a young person, to stay current 
with things that I would never, ever do.  As things change, particularly with 
electronic matters, it causes me to have to keep up with it. (004SM) 
These are things that you would do, you know, the life learning things that you 
would keep up-to-date and not always necessarily related to work; it's something 
that you would do.  (003LM) 
This excerpt suggests the importance of electronic platforms for distributing 
information to operational employees.  The following section outlines the range of 
printed internal corporate communication distributed by the organisation. 
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Printed communication 
Various forms of printed communication were identified that were used to provide 
information to all staff. Printed communication often involved formal communication 
of messages, such as internal memos, noticeboards and newsletters. Printed 
communication was primarily used in implementing strategic communication to 
operational employees that was urgent but not critical to the organisation’s overall 
service delivery. Printed communication was developed collaboratively between 
strategic managers to ensure that messages were consistent and correct. 
Printed communication was often delivered through the physical display of messages 
around the hospital. These messages were often in the form of notices and memos and 
were posted on work unit and communal tearoom information boards. A consistent 
level of printed communication was found throughout the organisation. This supports 
the frequency of communication theme findings raised earlier and deepens the 
understanding of how messages were delivered to operational employees. Operational 
employees also expressed their preference for printed communication from strategic 
managers. Printed communication was distributed to all staff as well as to specific 
groups, such as the consumer and care committee, individual work units and specific 
groups within the organisation such as nurses, administration and catering. 
Printed communication was found to influence employees’ job role expectations, and 
participants identified that they were well informed about decisions that were made by 
strategic managers that affected their jobs: 
… you would get education packages and there would be information sessions,
depending on how complex it is.  They did one with pressure ulcers a couple of 
weeks ago. (007OE)   
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Printed communication collected for the document analysis included notices, 
newsletters and internal memos. These findings demonstrated that strategic managers’ 
preferred communication channel was printed communication as it allowed messages to 
be distributed to all internal stakeholders within their work environment.  Figure 4.14 
shows a selection of the printed communication distributed to operational employees. 
Source: Document 58, Document 55, Document 71, Document 17
Figure 4.14 Selection of printed communication 
Printed communication was found to provide a platform for presenting consistent 
messages to operational employees in a controlled and formal environment. As Figure 
4.14 shows, information about community and workplace events, such as notices for 
Mental Health Week and invitations to events, were communicated via a printed format. 
Printed communication was an appropriate channel to communicate consistent 
messages throughout the organisation staff noticeboards, 
The following section discusses the findings about verbal communication. 
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Verbal communication 
Verbal communication distributes messages suited for verbal dissemination. Verbal 
communication is often orientated around staff meetings, such as staff forums and one-
to-one communication scenarios such as newsletters. . For example, all operational 
employees are invited to attend monthly staff forums that are run by the CEO. 
Monthly staff forums were a new organisational initiative, the purpose of which was to 
provide corporate information to staff and provide an opportunity for staff to provide 
feedback directly to strategic managers. Staff forums were open to all operational 
employees and line managers and generally occurred in or around lunch breaks to 
increase staff access: 
…there is the staff forum where we can ask questions and get info about what's
going on in the hospital. (009OE) 
At the time of data collection recent staff forums had delivered information, allowing 
strategic managers to provide feedback on key issues of concern to staff. 
The second type of verbal communication that was identified within internal corporate 
communication was the one-on-one communication between strategic managers and 
operational employees.  One-on-one communication was used in high risk or critical 
situations where staff were in breach of workplace protocols or procedures. Education 
sessions were also delivered using verbal communication. These sessions were 
delivered frequently to small groups of staff by an education coordinator. 
One-on-one counselling and clinical supervision sessions with the strategic 
management team provided an opportunity for operational employees to speak to 
experts about any work-related concerns: 
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…that's [Strategic Manager].  He comes here for clinical supervision.  So if we
have any concerns or anything like that, we go to him.  It's almost like a 
therapeutic counselling session and that's given to us and they expect us to go to 
that.  (007OE) 
All of these verbal communication examples were shown to influence employees’ 
psychological contracts in terms of job-related decisions and providing a supportive 
environment. Verbal communication used in groups and in one-on-one sessions 
fulfilled operational employees’ expectations of being heard by their organisation. 
Summary 
Three key findings emerged from the study including: 
 Strategic managers had a clear understanding of operational employees’
communication preferences and often tailored corporate communication to meet
these needs.
 Emails were often preferred by strategic managers when communicating
organisation-wide, with printed and verbal communication found to be
secondary channels when communicating to all operational employees.
 Communication channel selection was found to influence employees’
recognition of their contribution to the community and workplace culture.
4.5.4 Communication formality 
The third communication process that was analysed in this study was communication 
formality. Formal communication aims to present information in a way that is accurate 
or structured to reach a desired communication goal. Formality primarily refers to the 
communication sent by strategic managers to operational employees and can be formal 
or informal in nature. 
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Formal communication 
Due to the nature of the communication, formal communication is often the preferred 
mode of corporate information. Formal communication offers a controlled platform to 
facilitate increased awareness of the organisation’s vision, mission, goals and strategic 
direction to operational employees. The second use of formal communication was for 
presenting operational or managerial information to operational employees, such as 
clinical, educational or health and safety messages. Strategic managers implemented 
formal communication strategies to deliver service delivery-focused messages. These 
formal communication techniques were often used with structured communication 
channels. A number of formal communication documents were collected from the 
organisation. These documents often related to operational aspects of the organisation 
and included information about patient safety, new developments, clinical and staff 
information, and health and safety. 
The first formal communication channel that was identified in internal corporate 
communication was the distribution of clinical policies and procedures relating to job 
competencies. The communication was delivered via an internal memo providing a 
structured channel to communicate directly with operational employees, with the nature 
of the communication being informative about job competencies. Furthermore, formal 
communication was seen by strategic managers as a tool for communicating messages 
to operational employees in a controlled and professional environment: 
I think of internal communications… It's actually your framework of influence, 
so to speak; and understanding your formal means to do that. (017SM) 
The usual way, most reliable way, is send it by memo, post it in the staff 
tearoom, but also if it's something that's delayed, want an immediate impact, 
that you ensure that it's in the email, that it's advised that this is posted so that 
Chapter 4 Findings 156 
staff who have don't have access to emails can read it and also through staff 
meetings which might go on a weekly basis.  (015SM) 
Formal communication as a framework for delivering messages to internal stakeholders 
was shown to influence strategic managers’ decisions about the most effective form of 
communication, as illustrated in Figure 4.15. 
 Source: Document 41
Figure 4.15 Invitation to complete employee opinion survey 
Consistently, documents similar to the one presented in Figure 4.15 confirmed the value 
of strategic managers using formal communication channels to distribute information 
that impacted on operational employees’ job roles. 
The formal communication illustrated in Figure 4.16 links to employees’ economic 
psychological contract currency by arousing their in-role, short-term expectations and 
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obligations that they have with their organisation. This demonstrates that formal 
communication can provide a platform for strategic managers to deliver messages about 
operational employees’ employment expectations, such as education and professional 
development opportunities and updates to patient care procedures. The formal 
communication process was identified as the primary method of communication for 
strategic managers as it provided a controlled environment to deliver important 
messages to staff. An example of this can be seen with Health Co. providing feedback 
to a staff survey which identified acknowledging the achievements of operational 
employees: 
Source: Document 24
Figure 4.16 Example of communication feedback 
The second formal communication that was identified in the data was formal feedback 
and survey information. Formal channels of communication were used to gather 
feedback from staff; a process which generally involved a number of steps, including: 
filling out surveys, collating and presenting results, and providing forums for 
operational employees to give feedback and ask questions. Within this organisation the 
formal communication process of receiving feedback was an integral internal 
communication strategy. A number of opportunities were given to staff to provide 
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formal feedback about their work environment in open and constructive forums. Being 
acknowledged and listened to by senior managers was found to influence employees’ 
socio-emotional psychological contracts. Further exploration of the communication 
formality process is discussed in the following section. 
Formal communication was primarily used in internal corporate communication as a 
platform for promoting the organisation’s social goals and contribution to the 
organisation’s mission of providing awareness and support to those with mental health 
issues. Communication aimed to present information in a way that was flexible, implicit 
or unstructured to reach a desired communication goal. This was demonstrated in the 
promotion of mental health charities that were in line with the organisation’s mission to 
assist in mental health issues.  A number of events were organised by the strategic 
management team for both social and philanthropic purposes. These events included: 
Jeans for Genes Day, Movember, Bridge to Brisbane, International Nurses Day, Mental 
Health Art Program, World Mental Health Day, Peach Tree fund raising event. 
As a private organisation, the contribution to social value was perceived by staff as a 
proactive commitment to the greater issue of mental health. Participants consistently 
acknowledged the organisation’s commitment to these social values as illustrated in 
Table 4.4 
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Table 4.4 Examples of Social Values 
Examples of social values  
Social Value Quote 
Contribution to 
community and 
philanthropic events 
“I participated in Movember.  I won by the way [laughs].  I was the 
highest earner than everyone.  There might have been a few bribes with 
food, obviously, as you can imagine (laughs), but I had to make sure I 
won.” (008LM) 
“With the charities, everyone seems to get on board, with our Movember, 
that was quite funny, really.  Like, it was a lot of fun but at the same time it 
made you feel good because you were doing something — you know, once 
a week, when the Movember was on, we made cupcakes down there and 
sold them.  It was a little bit of fun and everyone got involved, which was 
great.” (012LM) 
Mental health awareness “I believe that a lot can be done for the good of people, if their mental 
health is taken care of because it seems like it's … it seems to becoming 
more increasing, that people are having mental health problems.  So I am 
happy to help and I have had experience with family members having 
mental health problems as well.  So it is aligned with my values and I 
support charities as well.” 
“I have spent a lot of time talking and have staff talk at various 
conferences and organisations to try to raise awareness.” (010LM) 
Mental health patient care “If you look at the hospital philosophy, promoting good healthcare and 
supportive of mental health and quite inclusive things as well, you know, 
people involved in the care and — yeah, I think it promotes a really good 
— it's a really good promotional thing.  Yeah, they have the same 
viewpoint as I have.” (003LM) 
“What we do here, we provide a service that is non-judgmental, caring, 
holding environment for people with mental health issues.  I believe that 
most of the patients that come through here do feel that we care and — 
yep.  I think we do try to contribute to the societal understanding of mental 
health issues.” (010LM)   
“I think it's a great place to work with, great people and we are doing 
good for people with mental health problems.” (012LM) 
“but also in a mental health setting is the respect for patient; and 
demonstrating that by the fact that you engage with patients and ensure 
them that you respect them as individuals.”  (015SM) 
Social conscience “Yeah, I think [Health Co.] has collectively a strong social conscience 
about mental health and I think anyone who walks in here — I know 
people, when they come in here, like the surveyors we had for accreditation 
recently, commented on that feeling, when they came in here.  It doesn't 
feel like a loony bin.  It feels nice.” (010LM) 
Table 4.4 displays a range of ideology-infused contract areas including contribution to 
community and philanthropic events, mental health awareness, patient care and social 
conscience. Participants consistently associated these four social values with the 
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organisation’s mission and goals. As a privately-run organisation, the contribution to 
social values was seen as a secondary focus for the organisation: 
The business side is always there, but you have got to have some sort of moral 
compass. (017SM) 
However, the contribution to social causes was found to be a driver for employees’ 
fulfilment of psychological contract currencies. The organisation’s promotion, through 
internal corporate communication of their social values, was found to contribute to 
employees’ ideological psychological contract currency: 
They support mental health, to some degree.  The art exhibition they have once a 
year here, that the patients submit their art.  Some of their artwork is for sale 
and anyone can buy it.  I bought one for my office.  Some of the doctors buy it. 
(006OE) 
Internal communication does help because reading about how [Health Co.] has 
helped different people, different organisations and contributed to the 
community's wellbeing is — yeah, it's good.  (009OE) 
Figure 4.17 details social events and links with ideological infused content as the 
organisation reinforced their commitment to social and philanthropic causes.  Formal 
communication provided an opportunity for the organisation to endorse social causes 
related to their business by regularly engaging staff in these causes. An example of the 
alignment of social values within the organisation occurred during the State 
Government’s Mental Health Week initiative, “The Elephant in the Room”. Health and 
Co. promoted the campaign actively to employees as illustrated in Figure 4.17. 
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Source, Documents 36 – 40, 85 
Figure 4.17 “The Elephant in the Room” campaign 
Implementation of the campaign within the organisation and subsequent uptake by 
employees demonstrated the efforts by the organisation to  alignment with social values 
and communicate or reinforce these to participants. This demonstrated a strong link 
between communicating about philanthropic activities and reinforcing participants’ 
ideological currencies – as found in this example about social justice: 
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I believe that a lot can be done for the good of people, if their mental health is 
taken care of because...it seems to becoming more increasing, that people are 
having mental health problems. So I am happy to help and I have had experience 
with family members having mental health problems as well.  So it is aligned 
with my values and I support charities as well. (009OE) 
Participants expressed the importance of working for an organisation with which they 
shared similar social values. This was found to influence both operational employees’ 
and strategic managers’ commitment to the organisation’s mission: 
… “honesty, integrity, care, support", and I think we do have that here. (001LM)
If you look at the hospital philosophy, promoting good healthcare and 
supportive of mental health and quite inclusive things as well, you know, people 
involved in the care and — yeah, I think it promotes a really good. (003LM) 
I think we do try to contribute to the societal understanding of mental health 
issues. (010LM)   
Organisation-led social events were another communication activity evident in the data. 
Participation in social events had a distinct influence on employees’ socio-emotional 
expectations and obligations to the organisation. The organisation often hosted 
corporate events in social settings as a form of informal communication.  Events such 
as race days, Christmas lunches and unplanned one-off events occurred to acknowledge 
staff achievements: 
I can't think of a place that has regular barbecues for staff or if we get 100 per 
cent occupancy, we put cakes for the whole hospital; cheesecake shop, here I 
come, 280 bucks for all the cakes; or we had an accreditation recently.  (001LM) 
They have little social events and everything like that, that they do within the 
hospital environment, and I never experienced that before. (007OE)  
They will celebrate and they encourage the social aspects of things.  So we have 
a Christmas party every year, we have barbecues, we get chocolate, pizzas, you 
name it… So it definitely has that little close-knit feel. (002SM) 
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Encouraging internal stakeholders to participate in informal communication though 
hospital events enables the fulfilment of the socio-emotional currencies. 
Formal communication was also seen to build or influence the organisation’s perceived 
culture  among participants. The work environment was often mentioned during the 
interviews as “supportive”, “embracing” and had a “family feel”. This positive regard 
of the organisation’s culture was shown to influence operational employees’ implicit 
beliefs about their commitment to the organisation: 
I had a couple of offers when I first moved down here and I chose this one and I 
had other offers come in and everything like that, but I stayed simply because of 
the way it worked and I like the culture of it and everything like that.  (007OE) 
I do get job satisfaction and I am happy working here.  I think it's a great place 
to work with, great people and we are doing good for people with mental health 
problems. (012LM) 
The culture of the organisation was also found to be evidenced in informal 
communication channels and at all levels of the organisational hierarchy. 
Informal communication 
Informal communication is the second dimension of formality that was explored within 
internal corporate communication. Much of the informal communication that occurred 
within the organisation between strategic managers and operational employees 
contributed to the beliefs of creating a positive work environment. Strategic managers 
were aware of their informal communication with operational employees as the 
following participants describe: 
I think some it is not necessarily the way you communicate; but putting emphasis 
on the relationship first off and then the communication paths open up, 
especially in an informal sense.  When you have got it really structured and 
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formal, then there doesn't tend to be as much need to nurture the relationship, 
because it is just what's expected and it's accepted.  But when there's not that 
formal means, it's all about the relationships. (017SM)  
people to come up and bring their coffee up during their morning tea and come 
and chat to me, while I am typing - we can talk about a particular subject, if they 
want.  Or I go down and I am walking on the floor; I am just checking - even if it 
is just to say, "How are you going?", but at least it keeps me in the foremost of 
their mind, that I am there. (014SM) 
The value of the informal communication amongst the two internal stakeholder groups 
was identified as keeping strategic managers informed as well as building relationships 
with operational employees.  
I am probably one of those people that likes to be able to walk through a place 
and know, no matter how many services you have got and how big they are, 
know as many staff as possible. (017SM) 
corridor conversation is one of the strongest means to communicate.  It gives me 
a feel for the pulse of the place.  And just the chat with the cleaner in the 
corridor to say, "How are you going?", et cetera, you can actually pick that up. 
(017SM) 
These opinions are shared with other participants who express the value of the CEO’s 
informal communications within the organisation. 
Like, [The CEO] will say, "Tomorrow, we will take the girls out for breakfast," 
which we do, which is nice, but it's still nice for - and [The CEO] does come in 
and say, "Thank you, you have done a good job," (013LM) 
There's an open-door.  They can go and talk to [the CEO] or whoever they want 
to. (008LM) 
These participants address internal communication’s value in building and maintaining 
relationships between senior members of the organisation and operational employees. 
Informal communication involves a range of face-to-face interactions within the 
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hospital and facilitates beliefs of keeping operational employees informed, 
acknowledging staff and building a respectful work environment. 
Summary 
Two major findings emerged from this section: 
 Formal communication, which was found to improve operational employees’
commitment, role clarity, support, access to education and safety in the work
environment, was the most commonly used by strategic managers.
 Communication associated with participation in social and philanthropic causes
was found to strongly improve operational employees’ ideological beliefs by
strengthening their commitment to the organisation’s mission.
Informal communication involves a range of face-to-face interactions within the 
hospital and facilitates beliefs of keeping informed, acknowledging staff and building a 
respectful work environment. 
4.5.5 Communication paths 
Three paths were identified within the data: one-way downwards communication, line 
management-mediated communication and two-way communication feedback. 
Organisational communication often took place at a strategic management level and 
was filtered through to operational employees via a number of formal channels.  As 
previously suggested, internal corporate communication was primarily one-way 
downwards in nature. The following section discusses the three communication paths 
identified in internal corporate communication. 
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One-way downwards communication 
One-way downwards communication was the strongest path that emerged from the 
data. It aimed to present information from strategic managers directly to operational 
employees for the purposes of disseminating desired corporate messages accurately and 
reliably.  The nature of communication between strategic managers and operational 
employees was primarily one-way. This was due to the type of messages being relayed. 
Strategic managers consistently indicated that their primary communication path was 
directly from themselves to operational employees and was usually one-way. 
Adding to this theme is the number of documents that indicated the prevalence of one-
way downwards strategic communication in areas, such as policy and procedures, 
memos and updates. Figure 4.18 identifies a range of internal corporate communication 
documents that demonstrate one-way downwards communication. This type of 
communication was found to provide communication to staff about their role 
requirements, including information, safety, financial expectations and updates to 
policies and procedures. 
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Source: Document 17, 23, 71, 70, 24, 81
Figure 4.18 Example of one-way downwards communication 
The documents presented in Figure 4.18 demonstrate the range of one-way downward 
communication from strategic managers to operational employees. The documents 
show policy and procedures to clearly communicate updates to all internal stakeholders. 
One-way communication in this case shows a link between the communication process 
paths to disseminate clear and controlled messages amongst all stakeholders. 
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The second theme identified in this section was the presence of line manager-mediated 
communication. 
Line manager-mediated communication 
Data indicated that corporate messages were mediated by line managers., This mediated 
communication path allowed messages to be tailored to specific operational employee 
groups – both in timeliness and message. Mediated communication was implemented 
because line managers were seen as a channel of influence with operational employees: 
…mostly through their managers, to give them the right to manage… (004SM)
…if it's an introduction of something new or a change to a policy, emails, you
get word-of-mouth from your line manager, you would get education packages 
and there would be information sessions, depending on how complex it is. 
(007OE)  
I tend not to deal directly with staff issues; I hear them but I usually refer them 
back to the manager to resolve. (015SM) 
…understanding formal means to be able to influence, whether or not that is a
line management influence, that is your doctor group or your stakeholder 
influence. (017SM)  
…there may be times where I don't actually approach the staff directly.  I will go
to their area manager and they will convey any changes. (002SM) 
This evidence suggests line managers play an important role in the delivery of corporate 
communication messages. Both strategic managers and operational employees 
acknowledged the influence of line manager-mediated communication. Line managers 
were found to be responsible for delivering many corporate messages. They were also 
aware of their responsibility to distribute internal corporate communication to their 
teams (see Figure 4.19). 
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Source: Document 5
Figure 4.19 Example of the line manager-mediated communication path 
Line manager-mediated communication was found to have a significant influence on 
employees’ psychological contracts. Strategic managers expressed their expectations 
for message delivery to staff. This illustrated the influence on line managers’ economic 
and socio-emotional psychological contract currencies. Line managers who took control 
of communicating corporate messages to operational employees within their work unit 
acknowledged the value in communicating their team leadership. 
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Two-way communication 
Although a significant portion of internal corporate communication involved one-way 
downwards communication there was evidence of two-way communication between 
strategic managers and operational employees. The monthly staff forums were an 
example of strategic managers facilitating staff feedback about the organisation: 
[A strategic manager] started doing these hospital forum meetings to update 
staff on what's going on in the future.  And that was opened to all staff. (006OE) 
 Sometimes there's the staff forum that everyone is invited just for things going 
on in the hospital and [A strategic manager] usually takes that. (009OE)  
Usually, I then will send it to a few people and say, "Is there anything else that 
you want added to it?  Is this within your responsibilities?", and they will send it 
back with some added stuff. (014SM) 
Throughout the document analysis it was found that multiple platforms for two-way 
communication existed between strategic managers and operational employees. These 
platforms included both formal and informal processes that enabled feedback from 
operational employees. It was identified that two-way communication was an important 
process for influencing employees’ ideological content as it improved their expectations 
surrounding commitment to the organisation’s social values and willingness to 
contribute to the organisation’s mission, as seen in Figure 4.20. 
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Source: Document 51 - 54 
Figure 4.20  Invitation to Staff Forum 
The monthly staff forums provided an opportunity for operational employees to express 
their opinions about strategic developments within the organisation and aligned 
strategic managers’ and operational employees’ expectations for two-way 
communication within the organisation. 
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Summary 
Three themes emerged in exploring internal corporate communication’s influence on 
the psychological contract. These included: 
 Strategic managers identified the importance of one-way communication with
operational employees as it fulfilled operational employees’ transactional beliefs
of information, safety and fairness.
 Line managers played an important role in delivering strategic messages to
operational employees.  Line managers to contribute to their work environment,
tailored the communication messages to their team and recognised the
responsibility that they had for leading their work units.
 Two-way communication, such as staff forums, fulfilled employees’ beliefs
about providing feedback, receiving recognition from senior management as
well as obtaining adequate resources to perform their job requirements.
4.5.6 Summary of internal corporate communication  
The understanding of communication adequacy, channels, formality and paths has been 
found to influence all three psychological contract currencies. Table 4.5 details the key 
findings for this section. 
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Table 4.5 Summary of internal corporate communication and psychological contract themes 
Summary of internal corporate communication and psychological contract themes 
Internal communication Psychological contract content 
Psychological 
contract currency 
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Adequacy 
Clarity of communication Recognition,  
information,  
financial security 
Frequency of communication 
Adequate resources to perform job, safety 
Scope of communication Perform specific duties agreed to when hired, 
role clarity, consistency in-role  
Channels 
Use of multiple channels 
Clarity of job role, consistency, teamwork 
Electronic communication Autonomy, education, increasing 
responsibility, personal development, 
Professional development  
Printed communication Consistency of messages, structure in job role, 
community and work place environment  
Verbal communication Culture, teamwork, perform outside job role, 
challenge in job role  
Formality 
Formal communication Commitment, support, education, role clarity, 
safety  
Informal communication Contribution to societal mission, contribution 
to organisation mission, commitment, 
contribution to community and philanthropic 
events, 
mental health awareness, 
mental health patient care, 
social conscience 
Paths 
One-way downwards 
communication  
Information, safety, financial expectations 
Line management-mediated 
corporate communication  
Clarity of job role, recognition, relevancy of 
communication, contribution to work 
environment  
Two-way communication Feedback, recognition, adequate resources to 
perform job role  
Internal corporate communication was found to influence the psychological contract 
currencies within this organisation. Transactional content, such as financial security, 
role clarity and consistency of messages, was influenced by the communication 
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between strategic managers and operational employees, creating an economic exchange 
of beliefs. The socio-emotional psychological contact currency was also influenced by 
internal corporate communication, as consistent communication processes influenced 
employees’ beliefs about recognition, teamwork, professional development and the 
organisation’s culture. Finally, internal corporate communication was found to 
influence the ideological currency and the exchanged beliefs of contribution to 
community and societal mission, organisation mission, mental health awareness and 
patient care which were communicated though this dimension. 
4.6 Chapter summary 
This chapter presented the findings from the research and, in order to understand how 
internal communication influences the psychological contract, was organised by 
internal communication dimensions. The following chapter presents the discussion and 
relevance of these findings to address the research aim. 
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Chapter 5: Discussion and Conclusion
CHAPTER 5 
DISCUSSION AND CONCLUSION 
5.1 Introduction 
The previous chapter presented the findings of the data collected in this research 
including the themes that emerged. This chapter presents a discussion of the findings as 
they relate to the research questions. The key contributions including a review of the 
research framework will then be presented followed by the contributions to theory and 
the research gap and practical implications for organisations to improve internal 
communication processes. The limitations of the study are recognised together with 
recommendations for future research and conclusions. 
5.2  Overview of key findings 
This research aimed to understand how internal communication influences the 
psychological contract of internal stakeholders in an organisational setting. Overall, 
internal stakeholders have a range of beliefs about their work. Internal communication 
provides a platform to share beliefs and facilitates the interactions for the exchange of 
beliefs to occur. 
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5.2.1  Review of research framework and research questions 
To further understand this thesis’ research aim a research framework (see Figure 5.1) 
was proposed based on a review of internal communication and psychological contract 
literature (see Chapter Two) which empirically founded the proposed research 
framework. Welch (2011) suggested the need for further empirical research to 
understand the complexity of an organisation’s internal communication dimensions and 
Chapter Two identified a need to further explore the influences that different internal 
communication dimensions have on the psychological contract currencies illustrated in 
Figure 5.1. 
Figure 5.1 Diagrammatic Representations of Research Findings (from Chapter Two) 
Figure 5.1 illustrates findings of this study and the relationship of influence found 
between  internal communication dimensions and psychological contract currencies. As 
a strategic process, internal communication was found to influence the psychological 
contract through the existing internal communication processes of adequacy, channels, 
formality and paths. The psychological contract content of exchange was identified as 
the transactional content involving of the economic currency exchange of clarity of role 
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requirements, the relational content involving of the socio-emotional currency exchange 
of support, and the ideology-infused content involving of the ideological currency 
exchange content of shared social values. This study’s findings were consistent with the 
research framework and contribute to the existing knowledge of both internal 
communication and psychological contract by demonstrating an empirical link between 
the two concepts. 
The research found that internal communication influenced the psychological contract 
currencies by strengthening the economic, socio-emotional and ideological contract 
currency types amongst internal stakeholders. Table 5.1 summarises the influence of 
individual internal communication dimensions on psychological contract currencies 
found in the study. 
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Table 5.1 Summary of research findings 
Summary of research findings  
Internal 
Communciation 
Dimension 
Economic Currency Socio-emotional Currency Ideological Currency 
Internal Line 
Management 
Communication 
The mutual transactional 
exchange of beliefs 
between line manager 
and operational employee 
including:  
- access to 
information to 
complete in role 
tasks  
- available contact for 
work unit 
- adequate job 
instruction  
- physical safety 
The mutual relational 
exchange of beliefs 
between line manager and 
operational employee 
including:  
- support in work unit 
- teamwork 
- trust 
The mutual ideology-
infused exchange of 
beliefs between line 
manager and operational 
employee was not evident 
in this study 
Internal Peer 
Communication 
The mutual transactional 
exchange of beliefs 
between peer-to-peer 
stakeholders  including:  
- clearly defined role 
requirements 
The mutual relational 
exchange of beliefs 
between peer-to-peer 
stakeholders  including: 
- gaining company 
specific training 
- acknowledgement 
and recognition of 
achievements 
- trust 
- teamwork  
- support from peers 
The mutual ideology-
infused exchange of 
agreements beliefs 
between peer-to-peer 
stakeholders  including: 
- contribution to 
organisations mission 
- working towards a 
common goal 
Internal 
corporate 
Communication 
The mutual transactional 
exchange agreements 
between strategic 
manager and operational 
employee including:  
- financial security 
- access to 
information  
- perform specific 
duties agreed to 
when hired 
- role clarity  
- consistency in role 
- consistency of 
messages 
- physical safety 
The mutual relational 
exchange agreements 
between strategic manager 
and operational employee 
including:  
- recognition  
- teamwork  
- personal and 
professional 
development  
- contribution to 
workplace 
environment  
- culture  
- commitment  
- contribution to work 
events 
- recognition of 
achievements 
The mutual ideology-
infused exchange 
agreements between 
strategic manager and 
operational employee 
including: 
- contribution to 
community  
- contribution to 
societal mission 
- organisation’s 
mission  
- community  
- philanthropic events 
- mental health 
awareness 
- mental health patient 
care 
- social conscience 
Internal communication dimensions influenced the psychological contract currencies in 
different ways. First, internal line management communication influenced the economic 
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psychological contract currency in that communication of job specific information to 
operational employees is disseminated through line managers. To achieve specific tasks 
and desired outcomes that met employees’ transactional expectations communication 
needed to be relevant, accurate, adequate and distributed through appropriate methods 
using appropriate formality and paths. Therefore the clarity of role requirements is 
disseminated from line manager to operational employee in exchange for the expected 
fulfilment of in-role daily tasks. The socio-emotional currency is fulfilled through 
internal stakeholders’ expectations of support, teamwork and trust exchanged via two-
way, vertical communication between line managers and operational employees within 
their work units. In terms of the ideological contract currency type, this research did not 
find a link in Health Co. between internal line management communication and the 
ideological contract currency. This may be due to the operational content 
communicated within this dimension not focusing on the exchange of beliefs the 
ideological currency. 
Second, the relationship between internal peer communication and the psychological 
contract currency types found that peer communication was able to be used as a tool for 
clarifying defined role requirements amongst colleagues. The socio-emotional currency 
was also influenced by internal peer communication as colleagues were able to share 
mutual beliefs in exchange for their willingness to obtain company specific training, 
acknowledgement, and recognition of achievements, trust, teamwork and support. 
Internal peer communication exchanges also influenced the employees’ ideology-
infused expectations about contributing to the organisation’s mission and working to a 
common goal. 
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Finally, internal corporate communication was found to influence the psychological 
contract currencies within the organisation. Transactional content, such as financial 
security, role clarity and consistency of messages were influenced by the 
communication between strategic managers and operational employees, creating an 
economic exchange of beliefs. The socio-emotional psychological contact currency was 
also influenced by internal corporate communication. Consistent communication 
processes influenced employees’ beliefs about recognition; teamwork; professional 
development and organisations culture. Internal corporate communication was also 
found to influence the ideological currency and the exchanged beliefs including 
contribution to community and societal mission, organisational mission, mental health 
awareness and patient care. 
The following section will present the theoretical implications relevant from this study. 
5.3 Discussion of findings and theoretical implications 
This section presents a discussion on the findings of each research question and outlines 
the key implications of this research. The research found that critical to addressing this 
question was an understanding of communication processes, the psychological contract 
content and currencies. 
5.3.1 Internal line management communication  
Research question one asked ‘Does internal line management communication influence 
the psychological contract currencies? If so how? The following section will discuss 
the communication process identified in the findings before addressing the link between 
internal line management communication and psychological contract content. Finally, a 
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discussion of the internal line management communication’s influence on 
psychological contract currencies will be discussed. 
Internal line management communication process 
This study contributes to theory by presenting line manager and operational employee 
perspectives of communication processes and contributes to understanding how internal 
line management communication develops within an organisational in this context. This 
study found that the communication processes between line managers and operational 
employees are very complex. Line managers have control of communication processes 
and have access to numerous channels to communicate their message including 
responsibility for ensuring adequacy of communication, communication channels, 
preferred communication paths and communication formality. It can be concluded that 
internal line management communication is a combination of processes that is primarily 
operational and involves various communication processes between line managers and 
operational employees that ensure that organisational goals are being met. 
Personal influence of line managers was a theme identified in this research. As with 
Stein (2006) and White et al.’s (2010) research the identification of personal influence 
was consistent with these findings. This study found a positive link to verbal 
communication channels in fostering employees’ beliefs. This study deepens Stein’s 
(2006) understanding by identifying positive outcomes when operational employees 
and line managers exchange mutual beliefs. Specifically, the richness of verbal 
communication allows for the exchange of mutual beliefs to be accurately portrayed 
between line managers and their work units. This stems from the findings in section 
4.3.3 which indicates that verbal communication allows for other cues such as body 
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language, tone of voice and facial expressions to be used to assist in the portrayal of a 
supportive work environment. 
Internal line management psychological contract content 
The second insight into internal line management communication is the influence it has 
on internal stakeholders’ psychological contract content. Psychological contract content 
includes implicit beliefs, such as expectations described by participants surrounding 
their employment experiences (Rousseau, 2001b). Previous research has considered the 
influence of managers’ communication on operational employees’ psychological 
contract beliefs (Guest & Conway, 2002; Stiles, Gratton, Truss, Hope‐Hailey, & 
McGovern, 1997). This study found that communication between line managers and 
operational employees influenced employees’ perceived beliefs about their work 
experiences which is consistent with previous studies such as Gratton et al (1997). 
These beliefs are categorised into three content types: transactional, relational and 
ideology-infused (Knox, Maklan, & Thompson, 2000). 
Internal stakeholders’ beliefs that are primarily transactional in nature, such as job 
security, clarity of expectations and perceived available contact were all found to be 
expectations. Specifically, the economic currency is achieved by fulfilling the expected 
communication processes of both line managers and operational employees. This 
finding is consistent with this thesis’ research framework which suggests that 
organisations that engage internal stakeholders using internal line management 
communication are able to influence employees’ psychological contract currencies 
(O'Donohue et al., 2007). This finding demonstrates that line managers are involved in 
influencing specific psychological contract beliefs related to economic currencies. 
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Internal line management psychological contract currencies 
Internal line management communication influences economic currency by delivering 
in a strategic, operational and practical way. Strategic, internal line management 
communication occurs when line managers communicate information to operational 
employees with a desired outcome in mind. The communication is often one-way, 
downwards in nature and is variable depending on the desired outcome of the message 
being communicated. This is variable by sending appropriate messages such as policy 
changes in a one-way communication path with the intention of operational employees 
receiving accurate and relevant information.  Operationally, internal line management 
communication fulfils the economic expectations of employees by providing them with 
information about their roles that assist them to clearly distinguish role requirements, to 
feel safe and to understand their job. This was found to be important in individual, work 
unit and organisational wide contexts. On an individual level, internal line management 
communication assisted in the recognition of pre-existing beliefs that strengthened 
employees association within role tasks. At a work unit level internal line management 
communication provided a platform for colleagues to function more productively. At an 
organisational level it enabled multiple work units to cohesively work together. 
Providing a visionary, context based communication strategy facilitates interactions for 
the exchange of economic beliefs. 
Socio-emotional content was identified as support in the work unit, teamwork and trust. 
While this research found links to the economic and socio-emotional contract content, 
internal line management communication did not influence the ideology-infused 
content. This study illustrates the positive influence that line management 
communication has on line managers’ and operational employees’ relational 
psychological contracts. The exchange of obligations from an operational employees’ 
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perspective, such as support, job autonomy and contribution to work environment were 
also influenced by the relationship through communication-which operational 
employees had with line managers. This research adds to the previous understanding of 
relational contracts by identifying these exchange beliefs within this case study 
(MacNeil, 1985b; Rousseau, 2004). Additionally, the communication processes 
(adequacy, formality, channels and paths) between line managers and operational 
employees contributes to the development of the socio-emotional psychological 
contract currency. It can therefore be concluded that this thesis demonstrates a link 
between internal communication and the development of the economic and socio-
emotional currencies. 
Using socio-emotional currency internal line management communication also 
influenced practical outcomes by facilitating strategic and operational relational 
exchanges. Strategically, line managers communicate through two-way communication 
within their work units to build mutual beliefs and cohesiveness. Operationally, line 
management communication provides employees with a supportive network of 
colleagues that deliver on a range of pre-existing expectations, such as a supportive 
team environment, teamwork and trust. This in turn is important in individual, work 
unit and operational wide contexts. Individually, the relationships that stakeholders 
have in their work environment are facilitated though two-way communication between 
operational employees and line managers. This means that pre-existing relational 
expectations are fulfilled through a socio-emotional exchange between employees and 
their supervisors. Consistent communication was found to facilitate the exchange of 
relational beliefs between line managers in turn building and maintaining the 
functionality of work units. At an operational level, the socio-emotional exchange of 
internal line management communication was found to improve the cohesiveness of 
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work unit as well as strengthening the relationship that organisations have with their 
employees. 
The mutual ideology-infused exchange of beliefs between line manager and operational 
employee was not evident in this study. This has a number of implications for internal 
communication. As mentioned before, the operational nature of internal line 
management communication may not allow for the facilitation of ideological beliefs to 
be exchanged between line managers and operational employees. This finding suggests 
that line management communication may not focus on communicating ideology-
infused values within this context. Instead, line management communication in this 
case focused on facilitating operational and relational work unit interactions to achieve 
organisational outcomes. 
5.3.2 Internal peer communication  
RQ2 investigated ‘Does internal peer communication influence the psychological 
contract currencies? If so, how?’ Similar to RQ1, findings were identified in the 
communication process, the psychological contract content and the currency areas. 
Previous research identified peer communication’s influence on operational employees 
work experiences (Kennedy, McComb, & Vozdolska, 2011; Kent & Taylor, 2002; 
Pinto & Pinto, 1990; Welch & Jackson, 2007). This thesis adds to internal 
communication theory by providing a research framework for peer-to-peer 
communication and demonstrating how it relates to internal stakeholders’ psychological 
contract beliefs. 
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Internal peer communication processes 
This thesis defines the function of communication amongst colleagues as internal peer 
communication and its findings are grouped into four processes: adequacy, channels, 
formality and paths. This research finds that internal peer communication primarily 
involves communicating through verbal channels in relation to tasks and team 
information which is informal and two-way by nature. Operational employees’ 
proactively conveying of information to other peers is also illustrated in these findings. 
Mazzei (2014a) states that employees were found to process, search, interpret and 
spread information in an active manner across internal stakeholder groups. Operational 
employees’ active involvement in internal communication further contributes to the 
impact that these internal stakeholders have on forming and shaping beliefs (Mazzei, 
2014a). As suggested in the literature review, communication amongst operational 
employees is not the only peer communication that occurs within an organisation. 
Internal peer communication also occurs at line management (Grasso, Golen, & Burns, 
2005) and strategic management (Adam & Murphy, 1995) levels. This study finds that 
internal peer communication at higher levels of the organisational hierarchy utilise 
communication processes similar to those used at an operational level. 
Internal peer communication psychological contract content and currencies 
Internal peer communication influences the economic currency by providing a platform 
for peers to clarify expectations about role requirements in a peer environment. Internal 
peer communication facilitates opportunities for colleagues to communicate shared 
responsibilities which assist in fulfilling internal stakeholders’ economic expectations. 
Operationally, verbal and electronic communication amongst peer groups at all levels of 
the organisation is two-way and horizontal in nature. This means that communication 
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amongst peers contributes to fulfilling individual transactional beliefs. On a work unit 
level, a shared operational vision is enabled through communicating with colleagues. 
Thus, internal peer communication provides a platform for colleagues to work towards 
a shared vision in an operational context through the exchange of economic beliefs. 
Internal peer communication research also found a link with internal stakeholder’s 
socio-emotional currency. Strategically, the process of internal peer communication is 
two-way in nature. This bidirectional nature of communication allows for relationships 
amongst peers to be strengthened. Peer-to-peer communication occurs similarly on all 
levels of the organisational hierarchy. This means that organisations can facilitate 
formal peer-to-peer interactions to assist in fulfilling internal stakeholders socio-
emotional beliefs. Operationally, socio-emotional currency evident in this dimension, 
such as individual beliefs about acknowledgement and recognition of achievements was 
often exchanged though informal, two-way communication. Unique to this dimension, 
peer-to-peer communication also contributed to socio-emotional currency as it enabled 
the relational beliefs of individuals to be expressed in a non-obtrusive environment. As 
internal stakeholders rely on the support and trust of their colleagues communication 
amongst peers was demonstrated to be a vital dimension when exploring psychological 
contract fulfilment. 
Ideology-infused psychological contact beliefs were also found to be present in the 
internal peer communication dimension. Internal peer communication influenced the 
ideological currency by facilitating a strategic process in which peers were able to share 
mutual beliefs about their contributions to the organisations mission and social values. 
The opinions of colleagues were found to influence individual expectations by 
promoting a sense of social justice that was often shared within work environments. 
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Thus peer communication allowed the mutual beliefs of employees to be expressed, in 
turn presenting an opportunity for the organisation to align their desired social mission 
with internal stakeholder’s values. 
5.3.3 Internal corporate communication  
This study explored internal corporate communication and enriched the understanding 
of internal communication’s impact on the three psychological contract currencies. The 
final research question of this study investigated ‘Does internal corporate 
communication influence the psychological contract currencies? If so, how?’ Similar to 
RQ1 and RQ2, findings were identified in the communication process, the 
psychological contract content and the currency areas. While the literature addressed 
internal corporate communication (Kalla, 2005; Verčič et al., 2012; Welch & Jackson, 
2007) there are still limitations with the current understanding of internal corporate 
communication processes (Welch, 2012). The following section details this study’s 
findings about internal corporate communication processes. 
Internal corporate communication processes 
This study offers several insights into the internal corporate communication dimension. 
A key insight is that internal corporate communication is managed within an 
organisation through the four processes of adequacy, channels, formality and paths. 
This research illustrates that communication adequacy in internal corporate 
communication is concerned with clarity, frequency and reactive and proactive 
communication. Strategic managers consistently use a number of different processes to 
communicate with internal stakeholders and recognise the importance of using multiple 
processes when communicating to a large number of operational employees (Welch, 
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2012). Drawing on previous research (Welch, 2012; Kalla, 2005) this finding extends 
the understanding of how internal communication functions within an organisation. 
Previous literature (Grunig et al., 2002; Kalla, 2005; Mazzei, 2014b; Welch & Jackson, 
2007) takes a number of different approaches to conceptualising internal 
communication including: understanding the functions of internal corporate 
communication, integrating internal corporate communication with other areas and 
conceptualising the effective processes involved (Kalla, 2005; Welch & Jackson, 2007). 
This research empirically explores internal corporate communication from a whole-of-
organisation perspective. The key internal corporate communication findings details 
how strategic managers form and distribute messages to operational employees. This 
research adds to the current understanding of internal corporate communication by 
identifying how the four communication processes are implemented within an 
organisational setting. 
This study’s findings illustrate the importance of line managers as a communication 
path for internal corporate communication revealing that operational employees prefer 
communication from strategic managers to be distributed by line managers because the 
information is tailored to their work environment. Through mediated communication 
line managers are also able to control the distribution of information to their work units 
increasing perceptions of autonomy as well as maintain responsibility for leadership of 
their work-units. This contributes to current understanding of internal corporate 
communication as it demonstrates the benefits of line managers as communication 
paths. 
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Internal corporate communication psychological contract content 
A second finding regarding internal corporate communication is its influence on 
psychological contact content. Internal corporate communication was found to 
influence a number of beliefs within the psychological contract. One of the main goals 
of internal corporate communication is to promote commitment and a sense of 
belonging to the organisation (Welch & Jackson, 2007). This study’s findings illustrate 
the link between internal corporate communication and employees’ beliefs about their 
relational and ideology-infused content which include employees’ expectations about 
commitment and belonging. 
It is interesting to note that the specific psychological contract content of financial 
expectations was not evident within the research findings. Despite asking all 
participants what their expectations were for their employment, there was no 
identification of any financial beliefs at any internal stakeholder level. Thompson and 
Bunderson (2003) identify that transactional beliefs often include perceptions of 
fairness in pay. The beliefs of fairness in pay are inconsistent with previous research. 
However, internal corporate communication facilitated the exchange of mutual beliefs 
of financial security, access to information, role clarity, consistency of messages and 
physical safety, all of which are transactional in nature. 
Another finding from the internal corporate communication process is the complex 
nature of decision-making. Strategic managers identified a number of different 
strategies to communicate corporate messages to operational employees. This finding 
demonstrates that organisations that take steps to improve internal corporate 
communication with operational employees, such as increasing staff forums, 
implementing multiple channels and presenting consistent messages contribute to 
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fulfilling employees’ psychological contract perceptions. This finding adds to the 
Rousseau’s (1989) research, as integration of communication processes was found to 
improve organisational efficiency. 
Internal corporate communication psychological contract currencies 
This research also identified the influence of internal corporate communication on 
psychological contract currencies. Welch and Jackson (2007) stated that the goal of 
internal communication was to contribute to the organisation’s mission. This study 
confirmed that internal corporate communication influenced internal stakeholders’ 
perceived obligations to contribute to the organisation’s social cause. Furthermore, 
messages that are distributed through internal corporate communication channels were 
shown to contribute to community goals and specifically awareness and patient care in 
mental health. This finding has important implications for internal communication 
theory as one of the core aims of internal communication is to communicate the 
organisations mission and goals. One of the main aims of internal corporate 
communication is to contribute to the organisation’s mission and social cause (Welch & 
Jackson, 2007).  The internal corporate communication dimension should be considered 
the most dominant influence on delivering on the ideology-infused currency within an 
organisation. 
Internal corporate communication was also found to influence economic and socio-
emotional psychological contract currencies. Notably, communication from strategic 
managers was found to fulfil operational employees’ beliefs about recognition, 
adequate resources to perform their job role, safety and role clarity. Internal corporate 
communication’s main role is to distribute policies and procedures and report incidents 
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and developments (Welch & Jackson. 2007). This occurs by strategically selecting 
appropriate communication processes to fulfil employees’ expectations of access to 
information, consistency in messages and physical safety. 
Socio-emotional currency was also influenced by internal communication as integration 
of communication was found to improve perceived consistency, teamwork, personal 
and professional development and overall contribution to a positive work environment. 
The focus of internal corporate communication is on delivering organisational and 
strategic direction for internal stakeholders (Welch & Jackson, 2007). This study 
enriches this understanding by confirming the strategic function of internal corporate 
communication with regard to the socio-emotional currency of internal stakeholders. 
5.3.4 Internal Communication Matrix 
In addition to answering research questions that explored internal communication’s 
influence on psychological contracts, this study also revealed an additional finding that 
warrants discussion. In Chapter Two Welch and Jackson’s (2007) model was used as a 
framework for exploring internal communication within the selected organisation. 
Upon analysing the data it became clear that Welch and Jackson’s (2007) Internal 
Communication Matrix was not completely consistent with participants’ accounts. 
While the Internal Communication Matrix was used as a reference for understanding 
the research aim, the matrix was not directly considered within the research questions. 
The findings of this thesis identified additional elements to be included in the Internal 
Communication Matrix. 
The following section details the key contributions that this thesis makes to Welch and 
Jackson’s (2007) Internal Communication Matrix. The study proposes additional 
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elements to the original framework of internal communication using new empirical 
evidence. Table 5.2 proposes a number of refinements to Welch and Jackson’s (2007) 
Internal Communication Matrix and suggests these contributions in context of the 
current study, to further understanding internal communication (see Table 5.2). As 
discussed in Chapter Two, Welch and Jackson’s (2007) Internal Communication Matrix 
is a conceptualisation of internal communication theory. This study presented 
additional insights to their matrix based on empirical evidence. 
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Table 5.2 Proposed additions to the Welch and Jackson’s (2007) Internal Communication Matrix 
Proposed additions to the Welch and Jackson’s (2007) Internal Communication Matrix 
Internal 
Communcaiton 
Dimensions 
Partiticipants 
Primary and secondary 
stakeholder groups 
involved 
Content Adequacy Channel Formality Path 
(direction) 
Internal Line 
Management 
Communication 
Primary: Line Managers 
and Operational 
Employees (in the same 
work unit)  
Secondary: Strategic 
Managers (indirect input of 
content of messages) 
Operational: 
Employee’s role, 
personal impact, e.g. 
appraisal discussions, 
team briefings 
Can be achieved 
through access to 
line managers and 
availability of 
information  
Primarily: Verbal 
Secondary: 
Electronic 
channels 
Primarily formal Primary:predominantly 
One-way from line 
managers to operational 
employees  
Secondary: Two-way 
between groups 
Internal Team and 
Project  Peer 
Communication 
Primary: Operational 
employee to operational 
employee 
Line manager to line 
manager  
Strategic manager to 
strategic manager  
Team and project 
information e.g. team 
task discussion, 
project issues 
Can be achieved 
through 
understanding 
peer preferences 
of communication 
Primary: Verbal Primary: 
Informal, 
Secondary: Also 
includes formal 
when 
communicating 
task related 
information  
Primary: Two-way 
between peer groups 
Secondary: One-way for 
job instruction  
Internal corporate 
communication  
Primary: Strategic 
managers to operational 
employees (in all work 
units) 
Secondary: Line managers 
(to mediate messages)  
Organisation/ 
strategic issues, e.g., 
goals, new objectives, 
new developments, 
activities and 
achievements 
Considers the 
clarity, scope and 
frequency of 
communication to 
achieve adequacy 
Combination of 
all three 
communication 
channels 
depending on the 
content involved  
Primary: Formal 
for presenting 
policies, 
procedures, 
reporting incidents 
and developments  
Secondary: 
Informal, for 
promoting 
philanthropic 
activities, work 
related events, and 
acknowledgements 
Primary: One-way from 
strategic managers to 
operational employees  
Secondary: Two-way 
from operational 
employees’ to strategic 
managers  
Secondary: Line 
management mediated 
Note: Proposed additions are shaded 
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The proposed additions this thesis makes to Welch and Jackson’s (2007) conceptual 
framework include: the addition of primary and secondary dimensions, the inclusion of 
all communication processes and combining of the internal project and internal peer 
communication stakeholder groups. As explained in Chapter Two, Welch and Jackson’s 
(2007) Internal Communication Matrix is a conceptualisation of internal 
communication theory. During the thematic analysis stage of this research, the complex 
nature of internal communication presented an opportunity to expand Welch and 
Jackson’s (2007) framework based on empirical evidence. The first inclusion to the 
Internal Communication Matrix is the addition of all communication processes 
(adequacy, channels, formality and paths). Welch and Jackson’s (2007) model included 
only two of these processes (paths and channels). This research demonstrated the 
importance of using all four communication processes to describe the internal 
communication dimension. 
The second contribution to the Internal Communication Matrix was the proposed 
additional elements  of primary and secondary roles for each dimension. The complex 
nature of the internal communication dimensions is further supported with the inclusion 
of primary and secondary functions. In this thesis line management communication has 
been extended to include strategic managers (indirect input of content of messages). 
This research found that strategic managers were responsible for developing and 
delivering messages, such as education, policies and procedures, health and safety and 
strategic direction of the organisation though the line management dimension. While 
verbal communication was evident within work units, electronic communication was a 
secondary channel for line management communication. In addition to the primary one-
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way nature of internal line management communication, two-way communication 
enhanced internal line management communication. 
The findings of this thesis also proposed additions to the Internal peer communication 
area of the Internal Communication Matrix. This proposed addition is the  combination 
internal team and internal project peer communication which were identified as having 
similar functions. The proposed additions in Table 5.2 include the combination of both 
team and project peer communication as these align with the findings in Chapter 4 and 
the overall structure of the research framework. It is important to note that the 
distinction between the two groups is still illustrated, for the purposes of this thesis 
these elements are combined.  Stakeholders identified as being involved in internal peer 
communication were also revised in recognition of the communication between peers at 
higher levels of the organisational hierarchy. Similar, the formality, paths and 
dimensions were adapted to reflect the findings of this study. 
Internal corporate communication was the final area explored in this research. Internal 
corporate communication primarily involved communication between strategic 
managers and operational employees. The secondary stakeholder group involved in this 
dimension was line managers who mediated sometimes corporate communication 
messages. This dimension considered how clarity and communication scope, reactive 
and proactive communication and the combined three communication channels 
achieved communication adequacy.  Finally, this thesis proposed additional element to 
address the informal nature of internal corporate communication as a secondary process 
for promoting philanthropic activities, work related events, and acknowledgements, 
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using one-way and two-way communication paths. The following section will discuss 
the internal communication processes for all three dimensions. 
Internal Communication Processes 
This study extended the understanding of the four communication processes and 
integrated the findings with internal communication results. Internal communication has 
been described as “a set of interactive processes” (Mazzei, 2010). In keeping with this 
description, this study clarified the internal communication processes as they relate to 
Welch and Jackson’s (2007) Internal Communication Matrix.  The first process 
discussed is communication adequacy. 
Adequacy 
The key findings demonstrated how communication adequacy took place within the 
internal communication dimensions. Communication adequacy was expressed 
differently by all three internal communication dimensions due to their different 
purposes and content when communicating within the organisation. The purpose of 
communication adequacy was defined within Chapter Two as maintaining a balance 
between keeping internal stakeholders informed while not overloading them with 
information (Rosenfeld  et al., 2004). Within the line management communication area, 
adequacy was achieved by providing physical and virtual access to managers and access 
to relevant information. This finding is in line with Alexander et al.’s (1987) 
conceptualisation of adequacy which notes that a major part of communication 
adequacy is access to information processing. Additionally, internal corporate 
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communication found that adequacy involved decision making about the clarity, 
frequency and scope of communication. 
Channels 
Internal communication was found to use a number of channels to send and receive 
messages within an organisational setting. Despite the wide range of communication 
channels identified in the data three communication channels were consistently used in 
internal communication processes. First, verbal communication was found to be the 
preferred method for communication amongst all internal stakeholders. Verbal 
communication included face-to-face discussions, meetings, informal chats and direct 
job instructions. 
While the preferred method of communication was verbal, the importance of electronic 
and printed communication remained clear. Electronic communication was 
demonstrated as a vital tool for distributing information within all dimensions of 
internal communication. Electronic communication was found to improve access for 
internal stakeholders and was effective when reinforcing messages to groups. Finally, 
printed communication was found to be a central channel for communicating formal 
policies and procedures, documenting incidents and handover within the organisation. 
This study further extends the understanding of the importance of utilising multiple 
channels when delivering messages. 
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Formality 
Formality was found to be a significant theme amongst participants and was used to 
determine how messages were delivered. Both formal and informal communication 
were valuable in the organisational setting as they variously promoted operational and 
strategic goals and strengthened and maintained relationships amongst internal 
stakeholders. Formal communication was primarily used in instances of job instruction, 
clinical policy and procedures, informative updates and education and was found to 
enforce role clarity and employees’ commitment to the organisation. Informal 
communication was found to improve relationships between internal stakeholders 
working in changing, intuitive environments.  This research identified the importance 
for strategic and line managers of combining both informal and formal messages to 
achieve both operational and strategic internal communication goals.  
Paths 
The final process identified in the findings was communication paths and direction of 
communication between internal stakeholders. Each internal stakeholder dimension 
used a range of communication paths including downward (line management 
communication and strategic communication), upward (operational employee feedback) 
and horizontal (peer-to-peer communication). The internal communication paths also 
involved one-way and two-way direction of communication as described by Grunig and 
White (1992). This thesis found a range of communication paths and directions were 
employed across all the dimensions. These findings add to the understanding of the 
complexity of internal communication and demonstrate the ever-changing nature of the 
communication environment. 
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5.3.5 Summary of key findings  
This research explored internal communication through the three dimensions: internal 
line management communication, internal peer communication and internal corporate 
communication. As well as identifying distinct results for the three dimensions, this 
study also contributed to the understanding of internal communication as a whole. The 
integration of internal stakeholder groups across all communication dimensions is a key 
finding in this thesis. 
Findings suggest that psychological contract currencies are influenced by 
communication processes, such as adequacy, channel, formality and paths for each 
internal stakeholder within this organisation. The findings of this thesis suggest and 
influence that  different internal communication dimensions independently have on 
internal stakeholders’ psychological contract beliefs. Internal line management 
communication may be used to fulfil economic and socio-emotional currency beliefs 
between line managers and operational employees. Line managers’ main goal is to 
contribute to the operational efficiency of the organisation as well as communicating 
role specific messages to operational employees. Internal peer communication supports 
an influence in the  primary fulfillment employees’ socio-emotional currency beliefs as 
well as strengthen their association with economic and ideology-infused contract 
currencies. Internal corporate communication should be used to primarily to 
communicate economic and ideologically-infused currencies to in order to align an 
organisation’s strategic direction with line managers’ and operational employees’ 
psychological contract beliefs. 
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5.4 Implications for internal communication theory 
This study adds to the existing body of knowledge by exploring the links between 
internal communication and psychological contract and identifying research gaps in the 
theory. Previous research emphasised the importance of internal communication in 
improving organisational effectiveness (Robson & Tourish, 2005; Verčič et al., 2012) 
with limited empirical evidence to substantiate this view. This was identified as the 
research gap: there is limited theoretical understanding on how internal communication 
aligns organisations’ strategy with internal stakeholders’ psychological beliefs. This 
thesis contributes to internal communication research by demonstrating how 
organisations can align their  communication practices to meet employees’ 
psychological beliefs. This study also makes an important contribution to the public 
relations field of research by distinguishing between internal stakeholder roles and 
individual stakeholder’s contribution to psychological contract currencies. 
Ruck and Welch (2012) identified how employees’ internal communication 
expectations of content contribute to fulfilling their association within role and extra 
role beliefs. However, to date, the identification of what the explicit content of the 
beliefs are and how internal communication can deliver on these beliefs has received 
limited attention (Ruck & Welch, 2012). This study first identifies employees’ specific 
psychological beliefs and then enriches the understanding of the exchange relationship 
between internal communication and psychological contract currencies. 
Previous research identified a range of strategies within internal communication (Kalla, 
2005; Likely, 2008; Mazzei, 2010; Welch & Jackson, 2007).  This study explicitly used 
Welch and Jackson’s (2007) Internal Communication Matrix as a framework. This 
study confirmed and extended their conceptual framework thereby enriching the 
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understanding of internal communication dimensions and the understanding of how 
internal stakeholder dimensions are identified within an organisational context. Welch 
and Jackson’s (2007) matrix built on Freeman’s (1984, 1999) identification of internal 
stakeholder dimensions and this study further supports the findings of Welch and 
Jackson’s (2007) research by stressing the importance of separating internal 
stakeholders based on their role, position and influence in the organisational hierarchy. 
These findings addressed the need to empirically explore how all internal stakeholder 
dimensions interact in an organisational context and provide a detailed understanding of 
how internal communication content and processes occur. 
This thesis highlights the value of implementing internal communication processes for 
the purposes of distinguishing the different roles of internal stakeholders and their 
individual contributions to psychological contract currencies. By individually 
identifying internal stakeholder groups and their functions this thesis confirms the 
presence of multiple interactions within an organisation. Furthermore, this thesis 
deepens the understanding of internal communication as an enabling strategic process 
giving organisations a platform for sharing strategic direction, goals and mission. This 
research confirms the value of using internal communication processes to effectively 
manage interactions between all internal stakeholder groups. While previous research 
focused on communication content and processes in an internal corporate 
communication dimension, this study considers the strategic value of including all three 
dimensions in internal communication practices (Welch & Jackson, 2007). These 
findings are consistent with Mazzei (2014b); Ruck and Welch’s (2012) research which 
addresses the need to further explore the complex nature of internal communication. 
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This thesis suggests the inclusion of the three internal stakeholder dimensions in the 
internal communication process increases the impact internal communication has on the 
fulfilment of all internal stakeholder beliefs. Internal line management communication 
may be used to fulfil economic and socio-emotional currency beliefs between line 
managers and operational employees. Line managers’ main goal is to contribute to the 
operational efficiency of the organisation as well as communicating role specific 
messages to operational employees. Internal peer communication should be used 
primarily to fulfil employees’ socio-emotional currency beliefs as well as strengthen 
their association with economic and ideology-infused contract currencies. Internal 
corporate communication should be used to primarily to communicate economic and 
ideologically-infused currencies to in order to align an organisation’s strategic direction 
with line managers’ and operational employees’ psychological contract beliefs. 
5.5 Implications for practice 
This thesis presents significant practical implications for both organisations and their 
internal stakeholders. The findings of this study can be used as a framework for both 
strategic managers and line managers to improve their internal communication 
processes. Specifically, consideration can be given to communication adequacy, 
channel use, formality type and path to present information to operational employees. 
This study suggests that top-level internal stakeholders must consider the perceptions of 
lower level employees when creating internal communication tactics. This research 
highlights the effect and impact managers’ communication has on employees’ 
perceptions and provides strategies to assist internal stakeholder in their communication 
with operational employees. 
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The psychological contract was found to influence all internal stakeholders’ intentions 
including commitment, perceived organisational support and contribution to the mission 
and goals of the organisation. Strategic managers and line managers should take 
advantage of the range of communication processes available and consider what impact 
their communication has on internal stakeholders. As a large part of an organisation’s 
success is due to individuals that work in teams within the organisation this study has 
implications for organisations that wish to strengthen the perceptions and beliefs of 
employees through internal communication. In order to strengthen relationships within 
an organisation managers and employees should consider the intentions of their internal 
communication and how it can potentially impact internal stakeholders. When 
implemented thoughtfully, organisations are able to achieve positive psychological 
contract beliefs through internal communication. The findings of this study have 
implications for organisations attempting to develop or enhance their communication 
across internal stakeholder dimensions. These findings demonstrate the key processes 
for implementing improved internal communication generally within an organisation. 
This study provides insights into internal communication from a strategic management 
perspective. This thesis contributes to the understanding of how communication should 
be structured to improve organisational efficiency and enhance work environments. 
Operational employees particularly within the case organisation were found to value the 
ideological contributions they made through their work. 
Organisations should strive to implement internal communication tactics to foster 
operational employees’ beliefs about contributing to a valued cause. The findings in this 
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thesis also highlight the importance of understanding and responding appropriately to 
operational employees’ psychological contract beliefs. Organisations should consider 
how internal communication meets the specific needs of internal stakeholders. This 
study addresses the need to consider the beliefs of all internal stakeholders: operational 
employees, line managers and strategic managers. 
Finally, organisations that are reliant on the cooperation of internal stakeholders may 
use internal communication processes to influence the three types of psychological 
contract currencies. These findings may be used to highlight the value of presenting 
clear, concise and relevant communication using effective methods organisations are 
able to further fulfil the implicit beliefs of their internal stakeholders. Given the 
complex and ever-changing nature of the organisational environment managers will be 
able to use this research to further understand the complexities of internal 
communication and implement improved communication processes. 
5.6 Limitations and future research 
Although this thesis contributes to internal communication and psychological contract 
theory and practice, the research design contains inherent limitations. A number of 
limitations both directly relating to this research and generically to the methodological 
approach are now discussed. 
The first limitation was that the study did not include all members of the organisation. It 
excluded doctors because they were not paid by the organisation and because their roles 
are specific and highly specialised. A number of participants mentioned their 
communication with doctors. However, this content was not included as it did not 
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directly relate to the research aim. While this limitation is apparent it does not impact 
the research aim.  This limitation provides a platform for future research to address the 
influence of doctors in internal communication practices. 
It is also important to note the methodological limitations of case studies. The second 
limitation identified in this research is the single case study approach taken. For the 
purposes of this research aim an in-depth analysis of a single organisation was selected 
as it presented a snapshot of internal communication and its impact on the 
psychological contract. Multiple contexts with their different work practices, 
environments and culture may prove to be useful for future comparative research. This 
research was conducted within the healthcare industry. The healthcare industry has been 
recognised as a specific service industry but the results of this research may be 
applicable to other types of organisations. Future research may also consider 
researching multiple organisations to compare groups in a range of geographical areas 
to explore whether internal communication is managed differently. 
Finally, it is important to reiterate that due to the nature of this qualitative research, 
these findings may not be generalisable to other contexts. These findings are relevant to 
the specific context of the health care industry and time where research was collected. 
This thesis does however; provide a unique insight of a single case analysis of internal 
communications influence on psychological contract currencies. The findings therefore 
provide important additions to the current research in the areas of internal 
communication and psychological contract. 
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5.7 Conclusion 
In summary, this thesis has explored the influence of internal communication on 
psychological contracts in an organisational context. The aim of this thesis was to 
further understand the processes of internal communication including processes’ and 
dimensions’ specific impact on internal stakeholders’ psychological contract currency 
beliefs. This thesis addressed this aim by using a single case study methodological 
approach to ensure an in-depth understanding of the phenomenon. The findings of this 
thesis indicate that different internal communication dimensions independently 
influence internal stakeholders’ psychological contract beliefs. 
This research contributed to the theory and practice of organisational internal 
communication and psychological contract. The limitations of the study suggest that the 
findings of this research are not generalisable which presents an opportunity for future 
research to take a positivist approach to this research aim. This thesis has contributed to 
an overall understanding of internal communication from an organisational perspective 
and its influence on internal stakeholders’ psychological contract beliefs. Overall, 
internal stakeholders have a range of beliefs about their work. Internal communication 
provides a platform to share beliefs and facilitates interactions for the exchange of 
beliefs to occur. This thesis contributes to practice by providing a framework for 
managers to further understand how their communication can be used as a tool for 
building and maintaining positive work environments for their employees. 
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Ethics Application: Support Document G 
Interview Questions 
Group 1 – Strategic managers 
Group 2- Line managers 
Group 3 – Employees 
*- insert responses 
1. Can you please describe your job and role at Belmont Private Hospital?
a. Can you explain more about your responsibilities, your daily tasks? 
2. (Group 1 and 2) How many staff report to you?
(Group 3) How many staff do you work with (in your work unit?)
3. My research is around internal communication, when I use that term internal communication, what do you
think of?
4. Thinking about internal communication -
Group 1 Can you describe the different approaches and ways you communicate with your staff?
Group 2 Can you describe what methods of communication you have between you and your staff?
Group 3 Can you describe what methods of communication you have between you and your line
manager?
i. Thinking about senior management can you describe what methods you have between you and
your senior executives?
ii. Thinking about your peers, can you describe what communication methods you have between
you and your peers?
5. (Group 1 and 2) When you communicate with your staff  can you explain- 
a. How you make decisions about what to communicate? 
b. How you make decisions about when to communicate?
c. How you make decisions about what channel to use to send your communication?
(Group 3) When you think about internal communication you receive from your line managers, senior 
management and your peers- 
a. What are your preferences in terms of what is communicated to you? 
b. What are your preferences in terms of when it is communicated? 
c. What are your preferences in terms of how or what channels are used to communicate with you?
Now I want you to think about your work environment 
6. Can you tell me broadly how you feel about working for Belmont Private Hospital? 
a. Do you feel like your values align with those of Belmont Private Hospital? Why?
b. Can you tell me how internal communication has influenced these feelings?
That gives me a good overview of *; I now want to ask you about some specific issues – expectations and 
promises.  When I refer to promises I mean the unwritten assurances that you will or will not undertake a certain 
action or behaviour and when I refer to expectations I mean the implied or explicit unwritten agreement of what 
your organisation wants from you and what you want from your company.   
7. What do you expect of Belmont Private Hospital?
a. What do they expect from you?
8. What role does internal communication play on delivering (or contributing to) what you expect and what
is expected of you?
9. What promises has Belmont Private Hospital made to you?
a. What promises have you made to Belmont Private Hospital?
b. What role does internal communication play on delivering (or contributing to) the promises made
between you and Belmont Private Hospital? 
10. We have spoken a lot about *  and *  , if there was one key message that you would like me to take away 
about internal communication at Belmont Private Hospital what would it be?
11. Is there anything further you want to say or ask of me?
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Administrative organisational and corporate material  
Note: IM = Internal memo, MR = Media Release, ED = Email Distribution, N = Newsletter, W = Website 
Document 
Number 
Document Type Name Frequency Number 
of 
Sources 
Description Content  
1 Administrative Booking Form and Running 
Sheet 
Single occurrence  14 
  
  
  
  
  
  
  
  
  
  
  
  
  
ED 
Document detailing the new booking processes for clinical areas  
2 Administrative Coffee run Weekly ED A reminder that coffee is still available daily at 10:30 and 2:30 pm 
(August 2014) 
3 Administrative Medical Objects Single occurrence ED Reminder to administrative employees to complete medical object forms  
4 Administrative Provider Numbers Single occurrence ED Email to administrative employees requesting doctors information 
5 Administrative Mandatory Compliance online Annually ED Email forwarding educational material from line managers to operational 
employees updating the e-learning compliance forms  
6 Administrative Timesheets Weekly ED Email reminding staff to submit time sheets  
7 Administrative After Hours Phone Answering Single occurrence IM Document advises all staff the changes to afterhours phone answering 
system  
8 Administrative  Medication rescheduling Single occurrence IM Update of for medication scheduling  
9 Administrative Changes to Room Single occurrence IM Document explains changes to administration areas (February, 2013) 
10 Administrative Local Consultative Committee Single occurrence IM Announcement of new local consultative committee position available 
and detailing nomination process 
11 Administrative Personal Privacy Single occurrence IM Document details personal privacy of staff  (March, 2013) 
12 Administrative Enterprise Agreement- support 
services 
Single occurrence ED Email documenting changes to enterprise agreement document  
13 Administrative Redevelopment Car Parking Single occurrence IM  “The upgrade to the rooms in A and E wings is now completed, apart 
from some finishing touches to be done. Works are continuing in the old 
front reception, and will expect these new consulting rooms to be 
completed by first week in may” (May, 2014)  
“As mentioned in the recent redevelopment update; we now have 
confirmation that the new build work site will be established as of 
Monday September 22, 2014. This will mean that we lose current car 
parking areas on the spoil patch and a large area on the eastern side of the 
hospital” (September 18, 2014) 
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Document 
Number 
Document Type Name Frequency Number 
of 
Sources 
Description Content  
14 Administrative IM Staff Appointments Monthly   “As you are aware, we recently advertised for Clinical Coordinators 
(Level 2 equivalent) to fill positions in various areas of the hospital. 
Interview has now been complete and I am very pleased to announce the 
following successful candidates… I would like to congratulate each of 
these staff on their appointment and hope you all join me in welcoming 
them to their new roles.” (July, 2013)Call for nursing staff to sit on a 
Local Consultative Committee (November, 2013)  Welcome to new staff 
(Newsletter, August 2014) 
15 Administrative Screenshot of intranet Single occurrence W E-Learning has 10 new tutorials and competencies available to all staff on 
the National Safety and Quality Health Service Standards. This enables 
staff to gain a better understanding of the Standards'. These education 
modules are not mandatory; however each standard earns CPD points and 
will assist staff to understand why we have certain processes in place at 
Belmont.” (June 2014) 
Clinical, non-clinical and Policy of month update (Newsletter, August 
2014)  
“To comply with Infection Control Standards all staff are required to 
complete the attached Clinical and related waste management education 
annually. Please read and complete the attached education package, 
complete the questionnaire and return to the Infection Control 
Coordinator within 14 days of receipt.” (February 2014)  
“Please find attached reviewed Clinical Handover Procedure which now 
contains the following information in relation to Clinical Handover 
Sheets” (October, 2013) 
16 Marketing Healing power of art makes a 
difference for some 
Single occurrence  1 MR “Promoting the healing qualities of art for mental illness sufferers in the 
lead up to Mental Health Week, Belmont Private Hospital’s Art and Craft 
Exhibition will run from Monday August 20 to Friday August 24 and is 
open to the public from 10 am to 12pm and 1pm to 3pm daily.” (MR,   
“The Exhibition has been running for 8 years and allows patients who 
have participated in Belmont’s Art Programs to showcase the therapeutic 
benefits of art.” ( September 2014) 
17 Organisational Organisational Newsletter 
August 
Monthly  1 N  From the desk of the director or hospital Corporate 2020 Vision 
improvements for our patientsInfection control Safety and security Staff 
survey, Date claimers, Staff education New staffMedication safety 
Upcoming events Jeans for Genes day Inaugural national mental health 
forum Organisation wide surveySpeed psychiatry a huge success 
Introduction of new staff memberWork social worker day Redevelopment 
New staff appointment Visit form payroll 
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Document 
Number 
Document Type Name Frequency Number 
of 
Sources 
Description Content  
18 Organisational  Nationwide survey Annually 1 IM “The Survey will only take about 5 minutes and you can complete either 
at work or at home. Please note that this survey is confidential. No 
member of [Organisation} can have access to your individual responses 
and responses are grouped by department only. A number of prizes on 
offer on Monday August 18 if we reach our target response” (July 2014)  
“Our employee opinion survey will be closed on Sunday August 31. Once 
the survey results are forwarded form corporate we will hold a number of 
staff forums to provide feedback to give and to give everyone the 
opportunity to discuss any issues further” (August 2014) 
Document Details instructions for completing nationwide survey ( July 
2014) 
19 Organisational Organisation Wide Survey Annually 1 ED “The collated results will be sent directly to myself and ___ National HR 
Manager, the information will be fed back to all staff to help us prioritise 
strategies and actions to address any concerning issues…”  
20 Organisational Organisational Newsletter April Monthly  1 N  From the desk of [CEO, Inaugural [company name] national mental 
health forum, Organisaitonal wide survey (OWS), Speed psychiatry a 
huge success, introducing [New Staff Member}, world social worker day, 
redevelopment, Belmont welcomes, visit form payroll, forthcoming 
events, Belmont hosts IPT workshop with professor, Peach tree 
fundraising event: PNADA, redevelopment works  
21 Corporate  Profile March 14 LR Single occurrence  1 N  Corporate group profile: Healthe Care take pride in delivering premium 
care to all its valued clients and patients through specialist services, 
facilities and medical technology.  
Healthe Care employ over 4,000 people across a portfolio of 14 hospitals 
throughout Queensland, New South Wales, Victoria and Tasmania.  
In addition, Healthe Care provides a range of out-patient services 
including workplace rehabilitation and community nursing which offers 
patients flexible care options and continuity of care beyond their hospital 
stay. Information about each hospital included in document  
82 Organisational Monthly Newsletter May Monthly 1 N Contents: From the desk of [CEO], organisational wide survey, 
redevelopment, policy update, what’s new?. Welcome to Belmont 
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Document 
Number 
Document Type Name Frequency Number 
of 
Sources 
Description Content  
22 Corporate  Corporate 02 JULY 2013(2) Quarterly   N Taree’s first MRI up and running Advanced Endovascular Surgical 
Procedures Gosford heart centre turns 1 Visiting Medical Officer Profile: 
Dr Marc Coughlan Unveiling new dimensions for surgery Enterprise 
supports secure work anywhere... any time The Valley Private - first to 
offer remote monitoring RFID tunnel solves The Valley’s loan kit 
problem Online rostering is coming soon! North West midwife wins 
award for fourth time Executive Profile: … nurses give ‘thumbs up’ to 
Brunswick Private Staff Profile: Domonic Freestone Speed psychiatry 
helps GPs with diagnosis and referrals Staff awarded for excellence – 
Love Your Work! Healthe Care moves to the Sydney CBD… Vocation 
brings serenity How green can The Valley go? Corporate initiatives  and 
Corporate News 
23  Corporate Corporate Newsletter December 
2013 
Quarterly  1 N Survey results drive workplace improvement  
Gosford Heart Centre, Gosford Private Hospital Chest Pain Referral 
Service  
Cardiac Rehabilitation Program  
New Cardiac Unit, Lingard Private Hospital  
Doctor Profile: Dr Chris Allen  
In house EPS service makes The Valley ‘a one-stop cardiac shop’  
Executive Profile: Karen Gallagher  
Lingard doctor wins award for volunteer work  
Hurstville Private receives work experience program award  
Patients take control of their mental health  
Toronto launches mental health service  
RNs urged to apply for scholarships  
Can Assist Manning Valley Charity Ball raises $60,000 – and counting!  
Falls prevention: should the bed rails be up or down? 
24 Corporate  Corporate Newsletter 05 - 
SPRING 2014 LR 
Quarterly  1 N Veterans to benefit from pilot care programs  
Belmont Private Hospital partners with Griffith University for clinical 
extern placement and training  
Mayo Short Story Award promotes mental health awareness  
The Valley unveils $30M re-development for 30th birthday  
First cardiac cath lab for Manning-Great Lakes  
In Profile:  
Belmont hosts interpersonal therapy workshop  
Staff Profile  
Mayo Private Hospital wins two awards  
Recognition, reviews and communication remain top staff priorities  
National conference keeps billers up to date  
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Document 
Number 
Document Type Name Frequency Number 
of 
Sources 
Description Content  
Introducing Currumbin Clinic Bundall  
Healthe Care Group moves toward full accreditation  
Currumbin offers hope for drug and alcohol addictions  
Gosford Private brings complex surgeries closer to home  
Inaugural National Mental Health Forum a ‘resounding success’  
Currumbin Clinic offers new group therapy programs 
 
Educational Material  
Note: IM = Internal memo, ED = Email Distribution, P= Planner, PPt = Power Point, E= Educational Material  
Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
25 Educational Material FIP Operation Changes Single occurrence 1 IM Due to the structure of our current fire alarm systems, when the fire alarm 
sounds in the hospital the Conoly Clinic zone does not automatically 
silence when the main systems are silences, following information of the 
emergency team and staff that there is no immediate sign of fire in the 
area. FireVac have now installed a relay to Conolly Clinic Zone to enable 
staff to also silence this alarm….  
26 Educational Material 2014 Education planner 
Jan to June 
Biyearly 4  ED Information pertaining to education plan Jan-June 2014 
Clinical Education Planner January to June 2014 
Clinical Education Calendar (September) 
Clinical Education Calendar (October) 
Core mandatory and specialty training checklist 
27 Educational Material Activities Sheet  ECG 
2014 (2) 
Single occurrence 1  ED  Internal Stakeholder Activity sheet for Clinical assessment 
28 Educational Material Activities Sheet 
Anxiety 2014 
Single occurrence 1  ED  Internal Stakeholder Activity sheet for Clinical assessment 
29 Educational Material Anxiety ABC short 
course (4) 
Single occurrence 1  PPt  Presentation Course Guide for Education Modual 
30 Educational Material Core Mandatory and 
Specialty Training 
Checklist version 3 
Single occurrence 1  ED  Information on frequency of training needed for Health and Safety 
purposes 
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31 Educational Material Root Cause Analysis Annually 2 IM  “A staff forum has been arranged to present to staff the recommendations 
from a recent Root Cause Analysis investigation. I invite all staff who is 
able to attend to join us in the boardroom for this session (IM May, 2013) 
“We are holding another staff Forum to present recommendations from a 
recent Root Cause Analysis investigation… ALL STAFF WELCOME” 
(July 23, 2014) 
32 Educational Material Months planner Oct 
2014 
Monthly 1 P  Education Planer for October 2014 
33 Educational Material Months planner Sep 
2014 
Monthly 1 P  Education Planer for October 2014 
34 Educational Material Waste management 
education 
Single occurrence 1 ED  To comply with Infection Control Standards all staff is required to 
complete the attached Clinical and related waste management education 
annually. 
Philanthropic and Events Material  
Note: IM = Internal Memo, N = Newsletter, ED = Email Distribution, O = Online,  
Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
35 Elephant in the Room 
Campaign  
Fact 01 Single occurrence  1  O Information regarding state Government Campaign, includes YouTube 
Video 's, facts about mental health, mental health week, Facebook 
screenshots, physical merchandise, images from organization supporting 
the cause,  
36 Elephant in the Room 
Campaign  
Fact 02 Single occurrence 1 
  O 
37 Elephant in the Room 
Campaign  
Fact 03 Single occurrence  1 
  O 
38 Event elephant in the room Single occurrence  1 
  O 
Screenshot of Elephant in the room campaign online  
39 Elephant in the Room 
Campaign  
YouTube Campaign Single occurrence  1 
O 
“Over one million Australian adults and 178,000 young people live with 
depression each year. That’s roughly the population of Adelaide. One in 
four people will develop an anxiety disorder at some point in their lives, 
with about 14% of Australians experiencing an anxiety disorder in a year. 
This equates to more than the entire population of Western Australia. 
Eating disorders are the third most common chronic illness in the female 
population. The total social and economic cost of eating disorders in 
Australia in 2012 was estimated at $69.7 billion. Men are more than twice 
as likely as women to have substance abuse disorders and it is common 
for young people with substance use issues to also have mental health 
disorders, such as anxiety, depression and schizophrenia. For an issue that 
40 Elephant in the Room 
Campaign  
Fact 04 Single occurrence  1 
O 
85 Elephant in the Room 
Campaign 
Information about 
campaign 
Single occurrence 1 
O 
41 Employee Opinion 
Survey 
IM 2014 Employee 
Opinion Survey 
Annually  1  E 
42 Event Notice All Staff lunch Monthly  1 E 
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Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
impacts so many Australians it’s time that we all start talking about 
mental health. Mental Health: The Elephant in the Room campaign aims 
to raise awareness of the prevalence of mental illness and encourage all 
Australians to speak openly about the issue.” 
43 Event Notice Bridge to 
Brisbane 
Annually  1 ED  Invitation to join and support Event 
44 Event Notice Consumer and 
Career Meet and Greet 
August 
Monthly  1  ED This is an excellent opportunity to get together with committee and to put 
forward any suggestions. It’s your feedback that helps us to maintain a 
high level of service to [Organisation Name] (Document CCMGa 13 
June, 2014) (Document CCGMb 1 August 2014) “[Organisation name] is 
pleased to sponsor a team in the 2014 Bridge to Brisbane. Sponsorship 
includes regulation fee, a [Organisation name ] T-shirt to ear on the day, 
plus some caps and water bottles” (July 2014)  
45 Event Notice Consumer and 
Carer Meet and Greet 
June 
Monthly  1  ED 
46 Event Notice International 
Nurses Day 
Single occurrence  1 ED Invitation to join and support Event “Please let staff know there will be 
cakes provided in the staff tearoom during lunch period and again this 
afternoon and evening” (May 2014) 
47 Event Notice Jeans for Genes 
Day 
Single occurrence  1 ED Invitation to join and support Event “All proceeds go to The Children’s 
Medical Research Institute” (April 1, 2014)  
48 Event Notice Movember High 
Tea 
Single occurrence 1 ED Invitation to join and support Event “Movember High Tea… The 
Movember Mo growing competition is heating up Our three gentlemen 
are looking,… umm… different, (they say quite handsome) Your $5.00 
goes into the tin of your choice. Please Join us for this event and keep the 
money coming in for “Movember”(,October 2013) 
49 Event Notice Race Day Single occurrence  2 ED Invitation to join and support Event “Please visit the front office girls to 
list your name. This year to assist with correct numbers, there is a $10 
deposit required when you register your name – This is fully refundable 
on race day (and gives you a little extra betting money)”  (July, 
2013)Race day date claimer (August 2014)  
50 Event Notice Staff Christmas 
Party 
Single occurrence   IM Invitation to Christmas party (December, 2013) 
Hospital Christmas Party, Date Claimer (August 2014 
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Document 
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of Sources 
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n 
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51 Event Notice Staff Forum 
April 
Monthly  9 
  
  
  
  
  
  
  
  
 Forum will provide feedback to staff from our recent Organisation Wide 
Survey and will also include a summary of recommendations we receive 
from the three Surveyors” (Document: SF 16 July, 2014) 
“This forum will provide an update on:  
Further redevelopment works 
Current direction for the hospital  
Organisational Wide Survey  
HR 
This open forum is a good opportunity for staff to ask questions and 
provide feedback to hospital Management” (March, 2014; April, 2014) 
“This open forum has been arranged to present to staff the 
recommendations from a recent investigation of a serious incident (the 
investigation process is called the I invites all staff who are able to attend 
to join us in the Board room for this session” ( May, 2013)  
52 Event Notice Staff forum July Monthly IM 
Invitation to monthly staff forum 
53 Event Notice Staff Forum 
March 
Monthly IM 
54 Event Notice Staff Forum 
Root Cause Analysis 
Monthly IM 
57 Event Notice Staff opinion 
survey 
Annually IM “The Survey will only take about 5 minutes and you can complete either 
at work or at home. Please note that this survey is confidential. No 
member of [organization name] can have access to your individual 
responses and responses are grouped by departments only. A number of 
prizes on offer on Monday [August 18 if we reach our target response The 
survey is open until 5 pm Sunday August 17 hover over link below…. 
Remember: there’s a pizza and cake lunch up for grabs for the department 
which has the highest percentage response rate (and of course provision 
made for night staff if they win.  
55 Event Notice World Mental 
Health 
Single occurrence IM “Join us in celebrating World Mental Health Day We hope you enjoy the 
cakes provided during the day (and night)” (N, October 10 2014) 
56 Event Peach Tree Fund raising 
event 
Single occurrence N “On 7 March, Staff and doctors has the pleasure of attending the Peach 
Tree foundation event for PANDA, to raise awareness and sponsorship 
monies for Post and Antenatal Depression initiatives” (N, April 2014) 
57 Love Your Work 
Campaign 
Email Love Your Work Single occurrence ED  Recognising and appreciating people throughout our roganisaiton with 
the “Love Your Work” program is one way of celebrating individual and 
team efforts, milestones and achievements. “Love Your Work” is about 
saying Thank You and acknowleging individuals and teams that go above 
and beyond in their roles. “Love Your Work” is for everyone – any can 
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Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
recognise the good work of others… 
58 Love Your Work 
Campaign 
IM Love Your Work 
recognition program 
Single occurrence  O Survey Questions 
“Love your work is a [Organisation name] recognition program that runs 
finical year to financial year. There are only 2 months to go before the 
2014 national love your work program closes for this year. At which time 
the national winners will be announced” (May, 2014) 
Card for recognition program 
Link in intranet survey  
 
Health and Safety and Patient Care Material 
Note: IM = Internal Memo, PP = Policy and Procedure 
Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
59 Health and Safety Clinical Code Red to 
Complete 
Single occurrence  6 
  
  
  
  
  
IM Clinical & clinical administration code red allocation 
  
60 Health and Safety Emergency Response 
Team Management 
(Sept 14) 
Single occurrence  IM 
61 Health and Safety Falls Policy 2.26 Single occurrence  IM Document details compliance with Health (Drugs and Poisons 
Regulations actDocument details updates to current fire alarm system and 
links to education for appropriate staff (August 2013) Document details 
changes to specific drug protocol (January, 2014)Safety and security 
update about Warden Intercom Points (Newsletter, August 2014)Infection 
control audit information (Newsletter, August 2014) 
63 Health and Safety National Standards now 
on E-Learning 
Single occurrence IM  Update for National Standards E-Learning Modual 
64 Health and Safety On The Radar Issue 179 Quarterly IM  'On The Radar' produced by the Australian Commission for Safety and 
Quality in Health Care. 
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Document 
Number 
Document Type Name Frequency Number 
of Sources 
Descriptio
n 
Content  
65 Clinical ECT and Medication 
administration 
Single occurrence  10 
  
  
  
  
  
  
  
  
  
 IM 
Note: For privacy purposes, Patient and staff documents have not been 
quoted directly. Document details safety instructions for operational 
employees who are dealing with patients. This is classified as a notice for 
policies and procedures ( April 2013)Document details updates to 
medication for patients (September, 2914)Document details policies about 
patient equipment (July, 2013) Document details updates to patient leave 
sent to all staff ( June, 2013)Document Update procedures on infection 
control. 
 
66 Clinical/ Patient Care Guide and assistance 
dogs 
Single occurrence  IM 
67 Clinical/ Patient Care High Level incident 
investigation feedback 
Single occurrence  IM 
68 Clinical/ Patient Care Infection Control Single occurrence  IM 
69 Clinical/ Patient Care Medication Safety Single occurrence  IM 
70 Clinical/ Patient Care Medications Single occurrence  IM 
71 Clinical/ Patient Care Medications - verbal 
orders 
Single occurrence  IM 
72 Clinical/ Patient Care IM Notification of  
security 
Single occurrence  IM 
73 Clinical/ Patient Care Patient Safety Single occurrence  IM 
74 Clinical/ Patient Care Visual Observations Single occurrence  IM 
75 Policy or Procedure Allocation of Patient 
Care (Nov 14) v2 
Single occurrence 5  
  
  
  
  
PP Information about policies and procedures have been deemed confidential 
and as such information about this document will not be included in this 
summary 
76 Policy or Procedure Emergency response 
team management 
 PP Information about policies and procedures have been deemed confidential 
and as such information about this document will not be included in this 
summary September 2014 
77 Policy or Procedure CLINICAL BCPND Single occurrence PP  Information about policies and procedures have been deemed 
confidential and as such information about this document will not be 
included in this summary Simulated Fire Evacuation Drill Policy 
78 Policy or Procedure ECG competency for 
Nurses 
Single occurrence PP  Information for using ECG Machine: Information about policies and 
procedures have been deemed confidential and as such information about 
this document will not be included in this summary 
79 Policy or Procedure Patient Care Allocation 
(Nov 14) 
Single occurrence PP Notice about review of policy and procedures regarding patient care (Two 
Documents September, 2013) Document details recent review of 
timeframes used in patient care. (August, 22, 2014) 
80 Policy or Procedure Performing an ECG 
tracing (3) 
Single occurrence PP PPT Education Package of ECG Training: Information about policies and 
procedures have been deemed confidential and as such information about 
this document will not be included in this summary 
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PARTICIPANT INFORMATION FOR QUT RESEARCH 
PROJECT 
– Interview – 
Employee and managerial perspectives of internal communication’s impact on workplace experiences  
QUT Ethics Approval Number 1400000292 
RESEARCH TEAM   
Principal 
researcher  
 
Madeleine Spelman, Masters by Research 
student 
 
Phone: 07 3138 6640  
Email: madeleine.spelman@student.qut.edu.au 
Supervisor 
Dr Kim Johnston -  Senior Lecturer, School of 
Advertising, Marketing & Public Relations 
QUT Business School 
Phone: 07 3138 4089   
Email: kim.johnston@qut.edu.au 
Supervisor 
Dr Karen Becker,  Senior Lecturer, School of 
Management, QUT Business School 
Phone 07 3138 2743  
Email: karen.becker@qut.edu.au  
 
DESCRIPTION 
This project is being undertaken as part of a Masters of Business (research) study for Madeleine Spelman.  
The research aims to understand how internal communication influences an employee’s experience at 
work. You are invited to participate in this project because you are employed by Belmont Private 
Hospital and your views on internal communication are important.  
 
PARTICIPATION 
Your participation will involve an audio recorded interview at Belmont Private Hospital that will take 
approximately 1 hour of your time. The types of questions you will be asked include:  
 Thinking about internal communication can you describe what methods of communication you 
have between you and your line manager?  
 Can you tell me broadly how you feel about working for Belmont Private Hospital? Can you tell 
me how internal communication has influenced these feelings? 
Your participation in this project is entirely voluntary. If you do agree to participate you can withdraw at 
any time from the research project without comment or penalty. You may also choose not answer any 
questions if you feel uncomfortable. If you withdraw, any identifiable information already obtained from 
you will be destroyed. Your decision to participate or not participate will in no way impact upon your 
current or future relationship with QUT or Belmont Private Hospital. 
 
EXPECTED BENEFITS 
It is expected that this project will not benefit you directly. The research however may benefit Belmont 
Private Hospital by receiving summary report of key findings. All participants will be de-identified in any 
reporting. A summary of the outcomes will be given to participants upon request.  
 
RISKS 
There are minimal risks associated with your participation in this project. You may experience 
inconvenience from the time you dedicate to participating in the study. You can withdraw at any time 
from the study, or refuse to answer any questions that cause you discomfort.  
 
QUT provides free counselling for research participants of QUT projects who may experience discomfort 
or distress as a result of their participation in the research. Please contact the Clinic Receptionist of the 
QUT Psychology Clinic on 3138 0999 and indicate to the receptionist that you are a research participant. 
Additionally, you can also contact Lifeline on 13 11 14 (www.lifeline.org.au). 
 
PRIVACY AND CONFIDENTIALITY 
All comments and responses will be treated confidentially unless required by law.  The names of 
individual persons are not required in any of the responses. The audio will be destroyed after the contents 
have been transcribed, at the end of the project. Only the research team will have access to the audio 
recording. Data may be used for future academic publications or as comparative data in future academic 
research projects (including collaborative research projects). It is not possible to participate in the project 
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without being audio recorded. While the Board and management are fully aware of this research project, 
they will not have access to any data or know the identity of any participants.  
 
CONSENT TO PARTICIPATE 
By signing the written consent form (enclosed) you agree to participate in this research. 
 
QUESTIONS / FURTHER INFORMATION ABOUT THE PROJECT 
If have any questions or require further information please contact one of the research team members 
listed above. 
 
CONCERNS / COMPLAINTS REGARDING THE CONDUCT OF THE PROJECT 
QUT is committed to research integrity and the ethical conduct of research projects.  However, if you do 
have any concerns or complaints about the ethical conduct of the project you may contact the QUT 
Research Ethics Unit on [+61 7] 3138 5123 or email ethicscontact@qut.edu.au. The QUT Research 
Ethics Unit is not connected with the research project and can facilitate a resolution to your concern in an 
impartial manner. 
 
Thank you for helping with this research project.  Please keep this sheet for your information. 
 
 
 
CONSENT FORM FOR QUT RESEARCH PROJECT 
– Interview – 
The influence of internal communication 
QUT Ethics Approval Number  
1400000292 
RESEARCH TEAM CONTACTS  
Principal 
researcher  
Madeleine Spelman, Masters by Research 
student 
School of Advertising, Marketing & Public 
Relations,  QUT Business School  
 
Phone: 07 3138 6640  
Email: madeleine.spelman@student.qut.edu.au 
Supervisor 
Dr Kim Johnston -  Senior Lecturer, School of 
Advertising, Marketing & Public Relations,  
QUT Business School 
Phone: 07 3138 4089   
Email: kim.johnston@qut.edu.au 
Supervisor 
Dr Karen Becker,  Senior Lecturer, School of 
Management, QUT Business School 
Phone 07 3138 2743  
Email: karen.becker@qut.edu.au  
STATEMENT OF CONSENT 
By signing below, you are indicating that you: 
 Have read and understood the information document regarding this project. 
 Researchers to reuse the information for future academic research. 
 Have had any questions answered to your satisfaction. 
 Understand that the interview will be audio-recorded 
 Understand that if you have any additional questions you can contact the research team. 
 Understand that you are free to withdraw at any time, without comment or penalty. 
 Understand that you can contact the Research Ethics Unit on [+61 7] 3138 5123 or email 
ethicscontact@qut.edu.au if you have concerns about the ethical conduct of the project. 
 Agree to participate in the project. 
 
Name  
Signature  
Date   
 
Please return this sheet to the investigator. 
